An Inductive Study of the Attitudes and Perceptions of Call Centre Working. by Shellabear, Stephen G.
An Inductive Study of the Attitudes and 
Perceptions of Call Centre Working
Thesis submitted in partial fulfilment for the degree of Master of 
Philosophy
School of Management 
University of Surrey
© Stephen G. Shellabear 2010
UNIVERSITY OF SURREY LIBRARY
ProQuest Number: 27727057
All rights reserved
INFORMATION TO ALL USERS 
The quality of this reproduction is dependent upon the quality of the copy submitted.
In the unlikely event that the author did not send a com p le te  manuscript 
and there are missing pages, these will be noted. Also, if material had to be removed,
a note will indicate the deletion.
uest
ProQuest 27727057
Published by ProQuest LLC (2019). Copyright of the Dissertation is held by the Author.
All rights reserved.
This work is protected against unauthorized copying under Title 17, United States C ode
Microform Edition © ProQuest LLC.
ProQuest LLC.
789 East Eisenhower Parkway 
P.O. Box 1346 
Ann Arbor, Ml 48106- 1346
Abstract
Call centres have received much criticism and management attention, yet despite 
employing increasing numbers of people, high staff turnover and sickness rates have 
been a major features of employment.
The study explores the attitudes and perceptions of staff. It originates from the 
author’s interests in having call centres be effective and humanitarian places to work 
and amplifying the voice of call centre workers. It is an exploratory, interpretive study 
of life in a call centre for those who work within it. It asks the overall question:
“What are the attitudes and perceptions of people working in a call centre?”
Thirteen participants were interviewed and observed within two research sites in the 
UK: a call centre serving a university and a contact centre within a 
telecommunications firm. Case study was used as the main research method, after 
Yin (1994, 2003) and Stake (1995) with a modified version of Grounded Theory 
(Glaser and Strauss 1967) to provide in-depth analysis. Case study was selected to 
illuminate the research question for its ability to explain attitudes and perceptions in 
context from the actors’ frame of reference and utilise secondary data such as 
organisational documents. Grounded Theory Method’s inductive and comparative 
approach for inquiry and analysis was utilised to construct theory (Bryant & Charmaz, 
2007: p i; Charmaz & Henwood, 2007).
Perceptions and attitudes were found to vary considerably. The analysis revealed 
patterns of beliefs, behaviours and emotions, linked to psychosocial enablers and 
constraints. A theoretical model -  ‘Choice and Responsibility’ was developed to 
conceptualise the actor’s attitudes and perceptions. The dimensions within it are 
bipolar and range from: inclusion to alienation; control to powerlessness; and self- 
actualisation to survival.
The model suggests individuals had a choice in how they responded to circumstances 
at work; and that there were many influencers which impacted upon their choices.
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Chapter One: The Research Question
1.Introduction
This research was started in 2000. The thesis is the accumulation of 5 years of study 
into the experience of some workers within the call centre industry. The conditions 
within the call centre industry and thinking from that time have been mainly kept in 
the thesis, although updated data is shown where relevant.
Chapter one introduces the research questions, the rationale for the research as well as 
the autobiographical background, which explains influences upon my work 
experience from which the research question emerged as
“What are the attitudes and perceptions of people working in a Call Centre? ” and its 
subsidiary questions.
It introduces the factors that created within me a curiosity to explore the topic, 
drawing attention to the contextual frame and focus of the study.
1.1 The development of the research question and the organisational 
context
When I began the research the call centre industry was growing at a phenomenal pace 
in almost every economic sector, reflecting an increasing drive amongst organisations 
to reduce costs and improve customer service facilities through the use of computer 
and telephone based technologies. The call centre was said to have brought about ‘a 
revolution in service delivery’ (Batt and Moynihan (2002: p i4). I was interested in the 
dynamic nature of this controversial industry and how people responded to the 
changes that were occurring in their working lives. I was curious to what degree they 
felt able to control changes external to themselves, such as those in the market place, 
technology or their working environment.
(A more detailed review of these issues as they were reported in the literature can be 
found in Chapter Two).
Taylor and Bain (1999) define the call centre as:
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“A dedicated operation in which computer-utilising employees receive 
inbound or make outbound telephone calls with those calls processed either by 
an Automated Call Distribution (ACD) system or perhaps by a predictive 
dialling system.”
(Taylor and Bain, 1999: 102).
From the researcher’s experience of working in a call centre this definition can be 
applied to most purpose built call centres, handling high volumes of call traffic but it 
has its limitations. Shellabear (1998), published elsewhere, defines the term ‘contact 
centre’ as
“a multi communication channel unit that customers may contact or be 
contacted by which utilises: direct mail, telephony, e-mail, fax, video and/or 
the Internet as channels to the market place” (1998a:p207).
It should be noted that not all call centre operations, particularly those with less than 
50 employees have ACDs and predictive diallers.
A historical account of the term ‘call centre’ is offered by Menday (1999), editor of 
Call Centre Focus, an industiy trade magazine, who says the generic term ‘call centre’ 
originated in America and became a household name (in the UK) from about 1997. 
Prior to that, they may have existed as “reservations offices, customer service units or 
help desks” (Menday, April 1999).
A call centre may provide a broad range of services, such as: answering incoming 
enquires, credit control, market research, promotional activity, lead generation and 
direct sales over the telephone.
From my experience of delivering consultancy and training in call centres I was aware 
that some staff were highly paid, relative to other forms of semi skilled employment, 
whilst others received low pay and had low skill levels. The call centre industry was 
the subject of criticism in the media -  “electronic sweatshops” organised according to 
Taylorist principles (Femie and Metcalf 1998). Staff turnover rates in call centres 
were often higher than other jobs, (22% in larger call centres IDS 2000). As many 
organisations were attempting to graft call centres onto existing operations and
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attempting to recruit existing staff into new roles, I was curious if the rate of change 
was a factor in why people left call centre work. After initial data collection and 
reflection it became apparent that whilst change was a vital element of call centre life, 
it was one aspect rather than the central focus of the study. My interest shifted to each 
person's interpretations of their organisation’s culture and how their socially 
constructed knowledge of the workplace might be influenced by their own individual 
beliefs, attributes and personal history. How did the perceptions of each person relate 
to the meanings they attributed to their actions, the actions of others and the sense 
they made of their circumstances?
From the literature, Guba and Lincoln (1989) state:
“constructions are inextricably linked to the particular physical, psychological, 
social, and cultural contexts within which they are formed and to which they 
refer. The context provides the surround within which the persons forming the 
constructions live and which they try to make sense.” (1989: p8).
I recognised that my own attitudes towards call centre working had been significantly 
influenced by the context I had worked within. Later in this chapter I extrapolate on 
how my life and work history has prepared me for this field of research and my 
interest in it.
I considered researching the attributes and skills that call/contact centre staff 
perceived they had and how these contributed to their sense making and satisfaction at 
work. Again, after reflection, I moved from this focus, as, although potentially 
interesting, it seemed too narrow.
In a phenomenological vein, Moustakas (1994) continues:
“ as the fullness of the topic emerges, strands and tangents of it may 
complicate an articulation of a manageable and specific question. Yet this 
process of permitting aspects of the topic to enter into awareness is essential in 
the formulation of a core question that will remain viable and alive throughout 
the investigation.” (1994: p 104)
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My own work experience as a consultant and trainer had shown me differences and 
similarities in call centres and worker’s perceptions within different call centre 
environments.
I had found, regardless of industry sector, some people in call centres appeared to 
thrive on their work conditions, enthusiastically “going the extra mile” (i.e.: exerting 
discretionary effort) for employers and customers and finding job satisfaction in their 
work (after Tasker 2004: p8), whilst others appeared demoralised and lacking in 
interest in their roles. I sought to better understand the influences that contributed to 
these differences.
(Frenkel et al 1998) said:
“despite variations in type and task objectives, there remains a strong 
uniformity to call centre rhythms and routines.” (1998: p976)
From the literature, Elton Mayo’s well-known Hawthorne Studies conducted in the 
1920’s and 1930’s had reminded me of the importance of staffs social needs and their 
impact upon work output. These studies had shown that an “informal organisation” 
based on friendship groups and unplanned interactions existed alongside of the formal 
work hierarchy designed and documented by management. Recognition of these 
interventions, improved supervisory styles, and worker involvement in decision 
processes had brought an exponential rise in productivity (Wren 2005). My interest 
extended to the social environment, people’s motivation at work, and the relationship 
between individuals and groups.
Job involvement is the result of a cognitive judgement about the need satisfying 
abilities of the job and is tied to one’s self image (after May et al 2004). I wondered 
how well the needs of workers were satisfied by their working conditions and how 
differences in job involvement might be displayed in worker’s attitude, feelings and 
behaviour. According to Charon (2007)
“ an attitude is usually conceptualised as a person’s set of beliefs and feelings 
toward an object that predisposes the person to act in a certain manner when 
confronted by that object (or class of objects). Attitudes are developed in
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social situations, they are difficult to change and when they do change it is 
usually due to social influence.” (2007: p23)
Mead (1936) calls “perception” the active ongoing process of selecting objects out of 
the environment, those objects that can be used to achieve the actor’s goals. (1936: 
p403). This defines the individual in a continuous state of defining their situation in 
perceiving, identifying, and understanding objects that can be used to resolve 
problems and achieve goals.
In Charon’s (2007) view, one may have many perspectives towards a given object, 
which is defined and acted on depending upon the actor’s goals in the given situation. 
Charon (2007) states:
“ a perspective, on the other hand, is not a response to a stimulus but 
something used as a guide to definition and action” (2007 p39)
My interest enlarged to include the degree to which workers experienced influencing 
their attitudes and perceptions of working in a call centre.
My interest was psychosocial in that I sought to understand the individual’s attitudes 
and perceptions of working in a call centre and the relationship that individuals had 
with their working environment including peers and managers. The focus and unit of 
analysis was the individual’s attitudes and perceptions of working in a call centre. 
Attitudes, which refer to people’s general evaluation of objects, issues and people are 
social in that they are constructed in a social environment as the individual interacts 
with others (after Charon 2007). The scope of my enquiry expanded from the 
individual to the group.
According to Hochild (1983) disengaged employees uncouple themselves from work 
roles and withdraw cognitively and emotionally. Kahn (1990) describes engagement 
as:
“harnessing of organizational members” selves to their work roles; in 
engagement, people employ and express themselves physically, cognitively, 
and emotionally during role performance (1990: p694).
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Engagement or otherwise takes place within an organisational context. Organisational 
context is a term open to a multitude of interpretations, so a dictionary definition from 
Webster’s (1990: p283) defines context as:
“the interrelated conditions in which something exists or occurs: environment 
or setting.”
In my terms, these conditions include elements within the workplace such as company 
vision, company and individual objectives, job role, salary, status, job security, 
working conditions, supervision and company policy. Research on employee 
behaviour suggests that identification and meaningfulness both have an impact on the 
degree of engagement that a person is willing to provide (Pech and Slade 2006: p23).
I anticipated that these elements and how they were perceived would expand as 
participants gave their personal accounts of working in a call centre. I believed that 
their personal accounts might reveal patterns that when understood and compared 
with others would provide insight for their management. I considered that these 
patterns might indicate a consensus of reality, as experienced by the group I had 
researched, that was representative of that group, in that particular setting. I was 
mindful that any findings could not scientifically be justified as representative of call 
centre working as a whole, nor would they be a portrayal of the “way things really 
are” or of “some true state of affairs” but instead represent
“meaningful constructions that individual actors or groups of actors form to 
make sense of the situations in which they find themselves” (Guba and 
Lincoln 1989: p 8).
According to Denzin (1989):
“ Persons as selves have experiences, experiences referring here to the 
individuals meeting, confronting, passing through, and making sense of events in their 
lives.” (Denzin 1989: 33)
As stated, my overarching research question therefore emerged as:
“What are the attitudes and perceptions of people working in a Call Centre?
This question is typical of qualitative inquiry, after Grounded Theory, which 
repeatedly asks ‘What goes on around here’ and assumes that ‘the problem’ is to be
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discovered in the substantive area of enquiry. This contrasts with the need of other 
methods for precise research questions emerging from the literature review. I sought 
to have the initial research question be as broad as possible and not include a priori 
constructs or guiding theories. My thinking around this was that although since 1996, 
much research has been carried out into call centres it has not always provided 
empirical data directly from employees.
From the literature, Korcynski et al (1996) state:
“ unlike studies on the more general category of the white collar worker, the 
literature on the work of front line workers is sparse.” (1996: p73)
The literature since 1996 gave varying degrees of voice to employees’ experience of 
work in call centres. Journal articles offering better examples included: Taylor and 
Bain (2001), Knights and Odih (2002), Alferoff and Knights, (2002) Alferoff and 
Knights (2003) Belt (2002) Belt (2004) Thompson and Callaghan (2002) Knights and 
McCabe (2003), Taylor and Bain (2003), Collin-Jacques (2004) Houlihan (2004), 
Thompson et al (2004), Van den Broek (2004), Taylor and Bain (2005) Alferoff and 
Knights (2008) Although helpful in providing idiographic accounts, these studies can 
mainly be seen to originate from a prolific but small number of sources, which are in 
a minority from those carried out in the field. (These works and their implications are 
examined within the literature review in Chapter two.)
According to Gaskin, (2008) Consulting Director at YouGov, a professional research 
and consulting organisation, contracted to research issues relating to contact centre 
agent’s working lives
“it’s rare for anyone to stop and listen to the views of the actual agents who 
are at the heart of every customer interaction” (2008).
1.2 Subsidiary questions
In the following section my subsidiary questions are articulated. These subsidiary 
questions were important to me as they had the potential to illuminate areas and 
concerns that I had found central to call centre working whilst working both as a staff
18
member and as an external consultant advising a wide variety of organisations using 
contact centres.
I have included brief references from the literature preceding each question. This is 
intended to show some background information suggesting how the question may be 
relevant to an audience of managers and academics.
As I reflected on the lack of worker engagement discussed above, from my 
consultancy experience I had an intuitive sense of alignment missing between 
management and workers orientations in the call centre.
Defining consultancy Greiner and Metzger (1983) say
“ consulting is an advisory service contracted for and provided to 
organisations by specially trained and qualified persons who assist, in an 
objective and independent manner, the client organisation to identify 
problems, analyse such problems, recommend solutions to these problems and 
help, when requested, in the implementation of solutions” (1983)
Webster’s dictionary note alignment as ‘ a sense of close cooperation’. I considered if 
the lack of alignment could be because of different purposes sought by workers and 
management.
Consulting the literature, Blanchard and O’Connor (1997) argue an organisation with 
a clear mission and values aligned with management practices is a requisite for 
business success.
They say:
“when aligned around shared values and united in a common mission, 
ordinary people accomplish extraordinary results, (1997: p77).
This is supported by Baszucki (1997) within Blanchard and O’Connor (1997) who 
state:
“managing by values creates a positive and healthy employee culture that 
unleashes the power of the human spirit.” (1997: 153)
The Gallup Organisation (2002) as part of its workplace audit gives employees a six 
response options from “I strongly agree to I strongly disagree” with the statement:
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“The mission/purpose of my company makes me feel my job is important” (2002: 
p4).
Based upon my own work experience I considered whether staff disengagement and 
even eventual withdrawal from the call centre could be connected with workers lack 
of identification with their jobs and alignment with their organisation’s objectives and 
values.
According to Kelly (1955) “if you want to know what is going on for an individual, 
ask him”. Therefore to investigate this further the first subsidiary question emerged 
as:
Subsidiary Question 1 (SQ1)
How did staff understand and identify with the espoused mission, objectives and 
values of their organisation?
I was aware a wide range of job and organisational factors could be significant to the 
individual and group and that each would be context specific. Satisfaction with pay 
has been highlighted as a determinant of job satisfaction and commitment (Cohen and 
Gattiker 1994). Frenkel et al (1999) found employees who were satisfied with the 
variety and challenge of their jobs were also satisfied with their jobs as a whole 
(1999: p242). Given the gloomy labels attached to call centres, “electronic 
panopticans”, (Garson 1988), “dark satanic mills of the twenty-first century”, (IDS 
1997) I aimed to explore what workers felt towards their work. From this the second 
research question emerged as:
Subsidiary Question 2 (SQ2)
What were the feelings and tensions related to salary, job satisfaction and 
motivation as experienced by employees?
From my work experience I had found that team leaders and people managers within 
the call centre increasingly provided elements of Human Resource Management 
(HRM). Day to day responsibility for dealing with personnel matters, such as 
sickness, absenteeism, lateness, appraisals and performance management were all
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implemented by managers and had a significant impact upon employees and their 
experience of work. How policies were designed and implemented varied 
considerably.
From the literature, Deer et al (2002) say
"The HR system can build investment in training and development and 
establish supportive supervision and teamwork or it can rely on 
individualised pay systems, insecure jobs and workplace discipline”
(2002: p 8).
D’Alessio et al (2002) state, “fixed term employment contracts are used to discipline 
customer service representatives (CSRs) and to increase their performance. Mere 
hints that the possibility that a contract will not be extended are enough to increase 
performance” (2002: p 94). Training periods for new starters were used to 
institutionalise them into the social and organisational framework of the call centre 
(after Thompson et al 2002). I sought to expand knowledge of how workers’ 
perceived inputs received from their organisation.
Subsidiary Question 3 (SQ3)
How were recruitment, training, line management supervision and support 
provided by the organisation experienced by workers?
As a consultant I had encountered the widely held view that a happy sounding call 
centre operative is more likely to positively influence customers. Yet from the 
literature, Korczynski (2002) found no evidence of the idea that workers’ and 
customers’ satisfaction mirror each other laying the way open for a win: win: win 
scenario in service work, where worker, customer and management all benefit (2002: 
p 195). Other researchers have confirmed that call centre workers are required to 
routinely perform ‘emotional labour’ where they learn how to manage and regulate 
their feelings so that customers are unable to tell if they are unhappy, (Belt et al 2002, 
Thompson et al (2004). Certainly they played an important part in representing the 
brand values of their company and its service or products to the customer. However,
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as human beings they were subject to changes in emotion and mood. My subsidiary 
question therefore emerged as:
Subsidiary Question 4 (SQ4)
How did employees perceive their feelings might be related to the service the 
customer received?
On the basis that those doing the work are often in the best place to see what 
improvements need to be done I also wanted to explore the emic changes that actors 
would make and sought to find out:
Subsidiary Question 5 (SQ5)
What changes would employees make to improve service to customers? 
Subsidiary Question 6 (SQ6)
What changes would employees like to see or make in their working 
environments?
From a theoretical research perspective these Subsidiary Questions are basic in the 
sense they seek to understand and explain the actors attitudes and perceptions of call 
centre working (after Patton 1990: p i52). Through asking them they move the central 
research question on from the general to specific, identifying core psychosocial 
elements of the workers relationship with their environment, as perceived by the 
actors. From a managerial perspective, they offer the potential to understand better 
employee attitudes and perspectives on possible contested issues as well as invite 
worker inspired solutions.
1.3 My research approach
Sociological paradigms and their relevance to organisational analysis relative to this 
thesis are explored more fully in the methodology chapter. Aspects of this social 
theory informed my thinking regarding the formulation of the subsidiary questions 
above; therefore it seems appropriate to inform the reader at this juncture.
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Patton’s (1978) definition includes:
“ A paradigm is a world view, a general perspective, a way of breaking down 
the complexity of the real world. As such, paradigms are deeply embedded in 
the socialization of adherents and practitioners: paradigms tell them what is 
important, legitimate, and reasonable. Paradigms are also normative, telling 
the practitioner what to do without the necessity of long existential or 
epistemological considerations. But it is this aspect of the paradigms that 
constitutes both their strength and their weakness -  their strength in that it 
makes action possible, their weakness in that the very reason for action is 
hidden in the unquestioned assumptions of the paradigm.”
(1978: p 203)
Burrell and Morgan (2006) argue that social theory can be usefully conceived in terms 
of four broad paradigms. These four paradigms are called, Functionalist, Interpretive, 
Radical Humanist and Radical Structuralist.
It seemed to me that a large proportion of academic research into call centres could be 
said to fall into the Radical Structuralist paradigm. Radical Structuralism, according 
to Burrell and Morgan (2006) is a theoretical perspective rooted in a materialist view 
of the natural and social world. They say:
“It is based upon an ontology which emphasises the independent nature of 
reality from man and “one which tends to place relatively little direct emphasis 
upon the role and nature of man as an individual human being.” (2006: p326)
This assertion is based upon the papers I read which focused on the social conflicts 
between employer and employee, power imbalances and an underlying struggle for 
worker emancipation in the call centre industry.
Burrell and Morgan (2006) continue:
“ It (Radical Structuralism) is aimed, first and foremost, at providing a 
critique of the status quo in social affairs. Writers within this paradigm tend to 
view society as composed of elements, which stand in contradiction to each
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other. They are interested in the effects of these contradictions, particularly 
with regard to the role which they play in creating economic and political 
crises” (2006: p326).
One example of this, to illustrate the point, is provided by Taylor and Bain (2001) 
who refer to ‘new bargaining agendas’ within call centres and the ‘contested frontier 
of control’ (after Goodrich 1975: p 190) as a metaphor for the limits and extent of 
managerial power at the point of production’ (2001; p 61).
I found the Radical Structuralist view of the call centre in sharp contrast to the 
perspective taken by the industry trade press and Call Centre Association (CCA), 
which generally adopted a pragmatic approach to issues without questioning the right 
of management to manage unfettered. It was also different from the portrayal of 
organisation by client management, which I had frequently encountered as a 
consultant. I’d found that accepting small differences, the organisation was usually 
discussed as one entity, whose ‘voice’ was predominantly that of the PR department 
or management. Usually a common mission was espoused with a corresponding set of 
commercial objectives and values, (also defined and articulated by management). This 
perspective tended to assume the commitment of the staff and could be said to fit the 
Functionalist sociological paradigm. Functionalism, according to Burrell and Morgan 
(2006) seeks to provide essentially rational explanations of social affairs and 
emphasises the importance of understanding order, equilibrium and stability in society 
and the way in which these can be maintained (Burrell and Morgan 2006: p26). 
Functionalists have been accused of having an uncritical (sometimes unwitting) 
commitment to extant power relations (Boshier 2007).
My research differs from existing research in that I have sought to draw from my own 
heuristic knowledge as a call centre worker and that of a professional trainer and 
consultant to the contact centre industry with that of a researcher. I have sought to 
avoid unwittingly subscribing to a dominant sociological paradigm, whether that is 
Functionalism in commerce or Radical Structuralism within academia. Whilst I 
recognise that my beliefs and values are my own and that the research is located in 
particular contexts and time, my past work experience has enabled a unique 
interpretation of the multiple perspectives found within this research and as such
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seeks to add new practitioner/researcher based findings to the existing call centre 
literature.
I recognised a possible contradiction in my own stance as a researcher could be to 
move between taking an Interpretive position that focused on understanding and 
amplifying the voices and interpretations of the participants and a Functionalist 
orientation that may be influenced by a managerial bias towards serving the interests 
of the organisation. I realised the importance of separating out my role as a researcher 
from that of my role as a consultant and of the necessity to be mindful of 
contradictions and tensions within my stance throughout the study.
My research approach is located in the interpretive paradigm, after Burrell and 
Morgan 2006: p 227). Burrell and Morgan 2006 state:
“The interpretive paradigm seeks explanation within the realm of individual 
consciousness and subjectivity, within the frame of reference of the participant 
as opposed to the observer of the action”.
Although I recognised that as researcher I would be interpreting the experience of 
others, Burrell and Morgan (2006) state “ It (the interpretive paradigm) sees the social 
world as an emergent social process which is created by the individuals concerned”
(2006: p28).
They continue:
“their (interpretive sociologists) standpoint is underwritten by the assumption 
that the world of human affairs is cohesive, ordered and integrated” ... “it is 
concerned with issues relating to the nature of the status quo, social order, 
consensus, social integration and cohesion, solidarity and actuality” (2006: 
p31).
According to Schütz (1962), the central task of social science, a major contributor to 
the interpretive sociological perspective is
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“to understand the social world from the point of view of those li ving within 
it, using constructs and explanations which are intelligible in terms of the 
common-sense interpretation of everyday life”(1962: p 3-47).
Schultz (1962) continues:
“meaning is dependent upon reflexivity -  the process of turning back on 
oneself and looking at what has been going on. Meaning is attached to actions 
retrospectively; only the already -experienced is meaningful, not that which is 
in the process of being experienced” (in Burrell and Morgan 1979: p246).
Therefore to understand the subjective attitudes and perceptions of some call centre 
workers, a world of ‘multiple realities’ which changes dependent upon the context, I 
chose to utilise a qualitative, descriptive, research methodology rather than a 
quantitative statistical one. This was appropriate to the inductive rather than the 
deductive nature of the research question. Generating theory from the data is a way of 
arriving at theory suited to its supposed uses, as opposed to using theory generated by 
logical deduction from a priori assumptions (after Glaser and Strauss (1999). They 
say:
“ Theory based on data can usually not be completely refuted by more data or 
replaced by another theory. Since it is too intimately linked to data, it is 
destined to last despite its inevitable modification and reformulation” (Glaser 
and Strauss 1999: p4).
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1.4 Symbolic Interactionism
Given my sociological stance was psychosocial I sought a perspective which offered 
the potential to be the theoretical context within which the workers attitudes and 
perceptions could be understood. Symbolic Interactionism is a conceptual framework 
drawn from the field of social psychology. This perspective focuses on the nature of 
social interaction, the role of thinking and the actions of actors in the present moment. 
The Symbolic Interactionist perspective is congruent with both case study method, 
after Stake (1995) and Grounded Theory (after Glaser and Strauss 1999). Symbolic 
interactionism and case study emphasise understanding the vocabulary, way of 
looking and sense of importance attributed to circumstances and events by the actors 
after Schwartz and Jacobs (1979), cited in Charon (2007). In keeping with this 
perspective, references are made to the definitions actors give their actions, described 
by Denzin (1971, pp 166 -67) and cited in Charon (2007) as: "retrospective accounts 
of past actions” (2007: pi 93) to show how the actors defined their own reality, from 
their beliefs and experiences. According to Glaser (2005) the majority of literature on 
qualitative methodology maintains that Symbolic Interactionism is the foundation 
theoretical perspective of Grounded Theory and he concedes that Grounded Theory 
can use Symbolic Interactionism type data and its perspective (Glaser 2005: p 1).
Symbolic Interactionism is said by Charon (2007) to comprise of the following 
central ideas:
1. "The perspective of symbolic interactionism grows out of pragmatism and is 
heavily influenced by Charles Darwin’s (1809 -1882) work. It emphasises the 
uniqueness of the human being in nature, especially the fact that human beings 
act back on their environment rather than passively respond to that 
environment.
2. Human beings are symbol users. Symbols, according to the symbolic 
interactionist contribute a great deal to the nature of our reality and the nature 
of society.
3. Human beings possess a self. We are able to look back on ourselves in 
situations. We are not only actors in the world, but we are also the object of
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our own actions. This quality, as is the use of symbols, is part of our essence 
and makes possible a vast array of actions.
4. Human beings engage in mind action. We talk to ourselves about our 
environment. We understand our environment; we make decisions about how 
to act in the environment; we solve problems and organise our actions 
according to goals we determine for ourselves.
5. Human beings regularly take the role of the other. As we act in the world, we 
constantly take account of other people around us, and we direct our actions 
accordingly. This ability is part of what we do when we engage in mind 
action, and it changes considerably the nature of how we act in relation to 
others.
6. Human beings act along a continuous stream of action, interacting with others 
and engaging in mind action, determining goals, and seeing objects in relation 
to goals. Action is understood as continuous, directional, and determined by 
decisions we make along the way.
7. Human beings interact with one another. Social interaction is different from 
simple social influence. It is seen as the source of what we are as individuals 
and the source of society.
8. Society is any instance of (a) social interaction in which actors (b) cooperate 
over time and (c) develop culture. Two people, a small group, a community, or 
thousands of people interacting constitute a society. Individuals exist in many 
societies. Instead of society being an entity created in the past and imprisoning 
the actor, society is a dynamic, continuously being created and recreated, 
continuously shaped by actors in interaction, and held together not by force 
but by voluntary commitment of the actors involve” Charon (2007: p 25).
The Symbolic Interactionist perspective, as with all perspectives is limited in that it 
makes assumptions about the universe however, it appeared to offer the potential to 
help understand the actors as human beings within their social situations.
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Charon (2007) states: “one of the very basic elements of science is the assumption of 
natural cause, which tends to lead social science to take a deterministic perspective in 
understanding the human being” (2007: p 26). He quotes other perspectives within 
social science that take a deterministic stance as psychology which tends to focus on 
the person’s development resulting from heredity and environment, sociology 
focusing on society, and social psychology on the social situations encountered as 
examples of those, (2007: p 26). Symbolic interactionism was utilised within the data 
analysis later in the applied methodology Chapter.
1.5 Rationale for the research
The overall purpose of this research is to investigate the perceptions of a small 
number of call/contact centre workers with a view to understanding how their 
attitudes and perceptions of work can inform and be interpreted in a way that serves 
both the individual and the organisation. It is based upon the presupposition that a 
better fit is possible, (accepting high staff turnover and sickness rates as possible 
indicators of staff discontent) and that through understanding the attitudes of call 
centre workers and their perceptions of the opportunities and challenges within the 
call centre environment the needs of both the business and its people may be better 
met, moving towards the image of “the intelligent, human-centered workplace,” 
(Winslow and Bramer 1994, Quinn, Anderson, and Finkelstein 1996: 76).
This better understanding of workers’ attitudes and relationship with their work is 
important for a number of reasons. The call/contact centre industry has been 
established in America and the United Kingdom for less than 30 years. Although 
much has been done to raise the profile and professionalism of the industry, standards 
of operation and support for staff remain variable.
The word ‘professionalism’ is defined by Webster’s dictionary as ‘the expertness 
characteristic of a professional person’. A ‘professional’ is a skilled practitioner; an 
expert in their field. A professional is also someone who earns their livelihood from 
an activity, which they repeatedly perform to meet another’s expectations as opposed 
to a discretionary past time enjoyed as a hobby.
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At first glance, this definition may seem at odds with those employed to perform 
‘service work’ in call centres. Service work is defined by Frenkel et al (1999) as:
“interactive, not especially complex -  located at the lower range of the skills, 
creativity, and knowledge continuum and contributes to the economy -  it is 
paid work. (1999:p66)
Another definition is provided by Taylor and Bain (1999) who describe call and 
contact centre work as: ‘an assembly line in the head’. This work is typically 
characterized by staff with low skill levels undertaking non-autonomous tasks, which 
are closely monitored and divided into repetitive routines. Computer and telephone 
technology predict and control call traffic and worker shift patterns. (The origins and 
impact of this model, based on manufacturing methods, are explored more fully in 
Chapter Two).
However, these definitions discount the work that some call centre workers do. A 
contrasting view is put by McKinlay (2005) who states:
“ Even the most intensely routinised service work can involve the 
development of tacit knowledge by employers... even call center operators, 
that most routinized of contemporary operations, do not simply articulate 
scripts but deploy individual diagnostic skills to clarify the nature of the 
consumer’s enquiry and to move efficiently to specific system-programmed 
responses. Diagnostic skills and informal, personalized finding aids are 
extracted and developed by the individual call center operator from the mass 
of official procedures. For the operator, the dialogue was not simply the 
articulation of scripted prompts and responses but inevitably involved 
judgment” (2005: p244).
From my own experience of working in call centres and the design of development 
programmes, McKinlay’s (2005) view, though helpful, does not fully encapsulate the 
extent of the codified and tacit knowledge work drawn upon by call centre front-line 
workers.
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Reinforcement of the necessity to acknowledge the importance of the depth and 
breadth of the work carried out by call centre workers is alluded to by Korczynski et 
al (1996) who state:
“management literature suggests the strategic importance of frontline service 
work and poses the need to reorganise front-line roles” (1996: p72).
Frenkel et al (1999) found that CSR’s use both higher and lower order contextual 
knowledge to accomplish their work (1999: p 69). (Frenkels research into knowledge 
workers and comparisons with service work is explored in Chapter Two.)
Official attempts to professionalize call centres by having them set and conform to 
external standards include e-skills, the government funded representative body for the 
IT and Telecommunications industry, which has launched a competency based 
‘Contact Centre Careers and Skills Framework’ (www.eskills.com/ccframeworkl and 
the Call Centre Association’s (CCA) Standards which aims to increase consistency 
and quality across business processes and service delivery 
(www.cca.org.uk/standards/standards.aspl.
The rapid growth of the call/contact centre has seen a plethora of companies setting 
up off-shore call centres to service western businesses at lower costs. UK and US 
businesses seeking primarily to reduce labour costs outsource their inbound and 
outbound telephone calls to locations including Asia, Eastern Europe, India and the 
Far and Middle East. Many of the developing nations seeking call centre consultancy 
and training import this expertise from America and the United Kingdom.
New entrants to the industry may benefit from research findings that consider the 
subjective attitudes and perceptions of individuals and offer guidelines to managers 
seeking to appropriate work and establish better working environments. There is, of 
course, the argument that call centre managers are simply focused on cheaper and 
more effective ways of selling and servicing customers and because of this may not be 
interested in understanding worker’s subjective attitudes and perceptions. The 
literature suggests however that consideration of factors that impact upon the call 
centre worker’s experience have a bearing on employee productivity- an area 
typically of interest to managers.
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For example:
“ a more cooperative employment relationship can improve performance” 
Cutcher- Gershenfeld (1991); Katz, Kochan, & Weber, (1985).
Organizational climate can influence the motivation and behavioural patterns of 
individuals within a workplace (Hellriegel & Slocum, 1974, Litwin & Stringer,
(1968).
Managers face many challenges in operating a call centre that through understanding 
workers perceptions may be better understood. Two of the most frequently quoted 
measures are high staff turnover and high levels of sickness absence. By way of 
illustration, these rates are referred to below. When this research started in 2000, 
average reported turnover in call centres was 20 per cent, with 44 per cent of 
respondents reporting sickness absence as a cause for concern (IDS 2000: p30). By 
2003 reported annual staff turnover in call centres had risen to 25.1 per cent with 
sickness absence of 6.2 per cent. For the average call centre worker this is almost 3 
weeks off per year due to sickness (IDS 2003: p4). By contrast, the CIPD 2003 survey 
across workers within the whole economy reported between 15 and 18 percent 
average staff turnover rate and a national absence average of 3.9 percent (nine days a 
year) (IDS: 2003: 33).
It is not surprising therefore that many call centres viewed tackling turnover and 
absence as their priorities. A CBI survey in 2003 found that absence was often 
unrelated to an individual’s sickness and more likely to be due to other factors such as 
the sudden need to deal with home and family responsibilities. Tools to address 
sickness absence in call centres were commonly adopted in 2003 and included: 
compulsory retum-to-work interviews, absence management programmes, attendance 
bonuses and family friendly policies such as allowing staff to take time off at short 
notice to attend to family issues -‘duvet days’ (IDS 2003: p33).
However, these tools were not effective in significantly reducing the rates. By 2004 
staff turnover in call centres had reached 25%. (IDS 2004). In 2006, staff turnover in 
call centres had fallen slightly to 23%, with absence rates of 4.3% or 9.8 days (IDS
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2005: p i 7). More recently in 2007, staff turnover had increased to 24% (IDS 2007: 
p i4) and sickness absence was down to 3.9% or 8.9 days (IDS 2007:pl7). Employers 
were cited as resorting to ‘stricter management policies, such as monitoring to reduce 
absence (IDS 2007: p i8). Focusing purely on the figures the call centre industry 
might claim some success in reducing sickness rates. However the figures show that 
in 2007, despite management attempts to reverse the trend of rising staff turnover and 
after being the focus of much media attention, call centres continued to have higher 
staff turnover rates than the national workforce average, as reported by CIPD in 2007. 
This means that potentially valuable employees continued to reduce their contribution 
within the call centre or exit the employment relationship altogether at a higher rate 
than elsewhere. (These figures may be conservative as YouGov (2007) state: ‘average 
annual staff turnover in contact centres is 32% a year. Research from the Industrial 
Relations (2003) in YouGov (2007) showed one in ten call centres had rates of over 
40%, while in some places turnover was as high as 180%, meaning almost a complete 
change of staff twice in 12 months). In 2008, IDS (using CIPD figures) reported 4.6% 
sickness rates equating to 10.5 days lost and in 2009 the figures had fallen to 3.5% or
9.1 days lost. This was believed to be associated with the recession (2009: p48).
Turnover and absence rates in quantitative surveys may be useful in providing a focus 
of attention but they are constrained in revealing the underlying causes. The factors 
that influence call centres staff to go absent and exit employment merit further 
investigation.
Whilst it is beyond the nature or scope of this study to provide definitive answers 
greater understanding of the issues from a worker perspective may be helpful to both 
academics and managers.
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1.6 The personal significance of this inquiry
Between 1981 -1999 I worked in a limited company that became a major provider of 
call centre services -  Programmes Limited. It later became The Merchants Group. 
During my time there I held a variety of different roles. I worked on the phones as an 
agent. I knew and socialised with other agents. I became an account manager, a sales 
person and a trainer. Completing my M.Sc I left in 1999 to become a self employed 
training practitioner specialising in the call/contact centre industry. This inquiry 
offered me the opportunity to research into call centre worker’s experiences and 
perceptions without the requirement to meet a client agenda. It offered the potential to 
reveal fresh insight into employees’ issues and problems as experienced and 
communicated by them.
This inquiry is significant in that it informs my practice as a provider of call centre 
training and consultancy services. As a trainer I have held a professional interest in 
helping call centre workers develop within their jobs for many years. As a researcher,
I have been concerned regarding how people perceive their work and the degree to 
which they experience being able to determine their own experience of their work 
environment. As an ex-call centre worker I have a view on the issues, challenges and 
elements that I found both empowering and constraining. Therefore, in recognising 
that my attitudes and perceptions are my own and being mindful of projecting them 
onto others in this research I have been careful to identify my values and 
presuppositions, which as indicated, are revealed in Chapter Two.
I believe it is probable that one’s beliefs and values influence one’s writing. However, 
I also believe by raising those beliefs and values to conscious awareness one can 
‘bracket them o ff (Reason 1995: p59) and lay them open to public scrutiny.
The research aims to be accessible and of practical value to those working within call/ 
contact centres who seek to broaden their understanding of employees experiences 
and perceptions in their working environment.
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1.7 An overview of the UK call/contact centre industry
1.7.1 Call and contact centres as major employers
During the mid 1980’s to present time enormous changes in the economy and job 
market have occurred. Traditional industries such as steel, coal and car manufacturing 
have been in marked decline within the United Kingdom, whilst the call centre 
industry has enjoyed considerable expansion. Development grants encouraged 
businesses to set up call/contact centres in post-industrial areas in Scotland, Wales 
and Ireland, providing much sought after employment regionally. Thousands of 
people finding themselves unemployed have retrained to become a part of this new 
industry. Shortly after this research began, the call centre industry was cited in the 
Financial Times as employing 400,000 people in June 2000. Mitial (2000) the 
research organisation, quoted in the same article, predicted the number of call centres 
would rise to 3,800 in Britain and Northern Ireland by 2002. Anne Marie Forsyth, 
Executive Director of the Call Centre Association in November 2002 confirmed
“the contact centre sector now accounts for 400,000 jobs or 2% of the UK 
total.. .that figure could increase to 3% in the course of the next few years” 
(2002: pi).
From the literature, Bain and Taylor (2002) state:
“the phenomenal growth of call centres in Britain from the mid-1990s can be 
largely attributed to the early adoption in the finance sector of this highly 
profitable innovation in the conduct of customer transactions. Financial 
institutions utilised information and communication technologies in their day 
to day customer servicing operations long before the investment in call centres 
occurred in virtually every industry during the 1990s.” (2002: p246).
They continue:
“the competitive advantage gained by utilising telephone-based, round the 
clock, servicing and selling methods drove other finance organisations along 
the same path. By 1994, 60 per cent of the UK banks offered 24-hour
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customer service facilities and, by 1995, 35 per cent of motor insurance 
business was conducted by telephone. The finance sector acted as a catalyst 
for the wider diffusion of call centres throughout the economy, and its 
continued influence is reflected in the fact that it is still responsible for more 
call centre employment than any other industry” (2002: p247).
Bain and Taylor (2003) say
“another characteristic of call centre development which transcended national 
boundaries was the introduction of ‘toll free’ telephone numbers. Free-phone 
measures, encouraged by the giant telecommunications companies, were 
influential in stimulating call centre development and expansion in 
Netherlands, USA and UK (2003: p45).
Throughout 2002 the call/contact centre industry experienced significant change. An 
initiative, Call2Contact, was launched by e-skills UK. The Call2Contact vision is that 
the UK skills pool will enable the unrestricted growth of Call and Contact Centres in 
the UK. They produced a five-year strategic plan and a draft career and skills 
framework that details attributes and competencies of industry staff. In both 
documents the UK contact sector is described as “having an exciting future; a high 
growth sector with global opportunity...” It goes on to state the sector has “500, 000 
employees, 2.27% of the UK’s working population with an annual revenue of £12 
billion. It estimated that:
“One million people will be employed in Contact Centres by 2005” (e-skills 
UK 2002. p5).
In contrast, the amount of new jobs in the UK call/contact centre industry was 
reported as declining. According to the Financial Times there were 24,940 in 2000, 
and 19,793 in 2001. Mitial (2000), quoted in the same article predicts that ‘agent 
positions’ -a  statistic that counts the number of phones rather than people will decline 
from 375,000 in 2000 to 315,000 in 2002. Big users of call centres are reported as 
‘leading an exodus to English-speaking countries with lower cost workers such as 
India and South Africa” (Financial Times, May 3rd, 2002).
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Call2Contact, in its strategic plan, recognised both the opportunities for growth and 
potential threat from overseas. Drawing from the Datamonitor report (2000) they state 
that:
“the UK is currently contact centre sector market leader in Europe, with a 37% 
share of all advisor positions. 40% of all the calls handled within the UK are 
international, with a significant number of pan-European centres with 
multilingual capabilities established. Challenges are cited as: “recruitment (the 
poor image of the industry deterring high quality applicants), skills gaps, high 
attrition rate of staff -18% across the industry affecting one in ten call centres 
and competition from growth in Asian Markets” (2000).
Merchants International Benchmarking Report (2001) highlights India as a potential 
threat where costs are up to 40% lower than the UK, with a readily available supply of 
highly educated people keen to work in contact centres. Havard (2003) says
“South Africa is able to offer average savings of 25 -30% over the UK ... 
other regions worthy of attention are Malaysia, The Philippines, Turkey and 
Lithuania,” (2003: p27).
By 2004, IDS reported the UK industry directly employed 790,000 people, including 
customer service agents, telesales staff, management and support functions. It 
consisted of 5,320 call centre operations with 500,000 agent positions (2004: p i2).
In 2010 the CCA reports on its website that according to ContactBabel (a consultancy), 
958,925 people are employed in the UK's 5,040 contact centres, equating to 3% of the 
working population. While Key Note (market research) estimate that currently 862,070 
people work in front-line customer contact. Their projection is that over 1 million people will 
be working in UK contact centres by 2012.
Predictions by Mitial Research quoted by Gutherie in the Financial Times (2003), 
stated: “a third of Britain’s larger call centres will close by 2005, triggering about 
90,000 job losses”. Mike Allen, Mitial’s director continues:
“The market is breaking up into low value work which is going to India or 
being handled over the web and higher value services. Call centre operators 
are keen to take this offshore too, but they will lose business if they do 
because it makes customers uncomfortable” (2003).
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As has been seen, these negative predictions for the decline of the UK call centres did 
not happen. However growth has been slower than some expected. In May 2004 the 
Department of Trade and Industry commissioned an independent report on the call 
centre industry. The report, UK Call Centre Competitiveness in a Global Market 
(2004) found then the industry directly employed 790,000 people including customer 
service agents, telesales staff, management and support functions. It consisted of 
5,320 call centre operations with 500,000 agents. The Rt. Hon. Patricia Hewitt, 
Secretary of State for Trade and Industry, quoted in UK Call Centre report (May, 
2004) cited above stated:
" instead of contracting, the industry is growing. The report shows the UK’s 
call centre industry is set to gain around 200,000 jobs in the next three years. 
Meaning more than 1 million people working in the sector - four times as 
many people as India by the same year."
Regarding geographical locations of call centres Bain and Taylor (2003) say:
“ the over-heated London area has generally fared less well than other big 
regional conurbations in attracting call centre investment., although multi­
lingual operations have proved an important exception to the rule (Mitial, 
1999). Some recent research has suggested that the significance of the south 
east been under-estimated (IDS 2000), for most of the 1990’s ...among the 
most enduring candidates for the title of call centre capital have been Leeds, 
Glasgow and Belfast, but considerable and growing clusters have also 
developed in South Wales, Liverpool, and in North East England around 
Newcastle and Sunderland.” (2003: p 48).
The IDS Report (2004) found that 90% of their survey respondents did not outsource 
abroad and had no plans to do so (2004: p i2). A minority had tested off shoring in 
India and considered it had failed. IDS (2004) state:
“off shoring is still in the early stages of its development, and the advantages 
and disadvantages are still varied” (2004: pl3).
In IDS (2006) 1 in 10 respondents from a sample size of 80 UK organisations, 
employing 111,000 people, reported outsourcing as a key issue (2006: p i3).
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According to IDS (2002) UK call/contact centre customer service advisers earn 
between £12,000- £15,500 per year, with team leaders earning £16,700 - £21,000 per 
annum. Skilled factory workers could earn in excess of £20,000 per annum in 2002. 
During the writing of this thesis there was an upward movement in call centre 
salaries. IDS (2004) report typical midpoint salary for an agent as £14,300, starting 
salary for a team leader was £17,100, with a midpoint of £19,400 and maximum of 
£22,300.
By 2006 IDS report the average midpoint salary for a customer service advisor 
(lowest grade) was £14,800. By 2009 entry level had increased to £15,700. (IDS 
2009: p7) In 2006 the average midpoint salary for a team leader had increased to 
£21,000, per year (IDS 2006: p23). By 2009 IDS reported this had increased to 
£21,800, (2009: p7).
By comparison in 2006 an agent in an Indian call centre would typically earn between 
3 -5 Lakh per year, (300, -500,000 Rupees) and the equivalent of £3000.00 - £5000.00 
sterling per annum.
1.7.2 Employment conditions in call and contact centres
In February 2001, the Trades Union Congress (TUC) set up a hotline to receive 
complaints from call centre workers about employment conditions in the UK. During 
the two weeks the line was running, 733 call centre workers called in, with a further 
38 workers making contact via e-mail. The report, the second issued by the TUC in 
this area, documented callers concerns. These concerns are listed in descending order 
as: extreme monitoring (163), insufficient or no breaks (102), health and safety (86), 
wages (62), work-related stress (57), inflexibility over shift patterns and holidays (44), 
anti-union employers (28), bullying (22), monitoring over sick leave (20), and others, 
not specified (61).
The Health and Safety Laboratoiy (HSL) produced a series of research reports in its 
call centre series. The first report, published in 1999 was HELA Local Authority 
Circular reported the findings ofHSL’s exploratory and qualitative (interview and
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discussion based) research on call centres. The second report was a revised and 
updated version of the first report, published in 2001 and providing advice on call 
centre working practices. This second report identified potential physical and 
psychological health risks associated with the practices and gave examples of good 
and poor working practice. The third report, published in 2003 by the HSE focused 
on the psychosocial risk factors associated with being a call handler in a call centre 
and evaluated work design, call handler stress and well being. It found that working 
as a call handler was more stressful than other jobs. It also found that working in a 
call centre was not equally stressful for everyone. Those who reported poorer well 
being worked in the Telecommunications and IT business sector, worked in larger call 
centres (employing 50 and over), had permanent contracts, followed scripts, had their 
performance measured constantly or rarely and were less interested in staying in the 
call centre industry.
1.7.3 New technology as a driver for change
Other changes occurring since 2000 have included the pace of change itself in 
business operations environments, driven by more demanding customers, 
globalisation, and increased accountability for results and advances in technology. 
These technological changes have occurred at the same time as or as a direct result of 
acceptance and integration of telephone based contact strategies across business 
sectors within Britain and to a lesser extent within Europe. These contact strategies 
have changed due to the recent arrival of the Internet and web-enabled technology. 
Customer Relationship Management (CRM) has emerged as a popular buzzword to 
describe the planned use of every part of the corporate organisation to provide a 
seamless service for all customers using all channels to market.
How call centres are changing and the pertinent issues seem open to debate. There 
seems more agreement regarding their commercial purpose, described by Anton et al 
(2000) as increasing revenue through enhancing and creating customer value and 
profits.
40
D’Ausilio, (1999) believes new software and hardware systems have overshadowed 
the people who make and take telephone calls. The Call Centre Management 
Association (CCMA) reviewed the BT eContact Centre in Newcastle and found the 
web self-service capability with telephone-based human interaction technology 
impressive. However, BT’s staff confirmed, “it was the quality of the human touch 
that will make e-contact a true success”. BT staff also claimed that dealing with 
customers through e-contact reduced a great deal of the stress in their jobs.
From a technology perspective, Dawson (1999: p i24) believes “there will be small 
incremental changes but nothing dramatic in the next five years”. I have utilised his 
observational six-stage model of call centre development, (1999: p6), in referring to 
the call/contact centres where data collection took place (see Section 1.4, the Research 
Sites).
Cleveland and Mayben (2000: p235) provide 12 characteristics of what they perceive 
as the world’s best-managed inbound environments. They define ‘best’ as those that 
consistently out-perform others in their respective industries. Their first characteristic 
is defined as ‘a supportive culture’, of which a primary ingredient is effective 
communication. Merchants (1999) reported that 75% of call centres are culturally 
similar to the rest of their organisations. At that time, the call centre appeared to be 
developed by accident rather than design. Six years later, in 2005, Merchants 
provided a similar figure, however, this time it reported the culture had been 
developed separately in the call centre from that of the host organisation. This may 
suggest that there is an increase in awareness of the particular requirements of the call 
centre.
There appears to have been a discounting both inside and outside of the industry, of 
the skills required to be effective in the most basic operator position. Mckeown (1999) 
barely mentions the human element within his work on developing the call centre in 
the digital age. Similarly, McDonald et al (2000) in focusing solely on mathematical 
models and probabilistic statistical issues appears not to consider a raft of criteria 
necessary in his aim of optimising call centre performance. Giere (2000) maintains, 
“technology is not enough, call centre employees require highly developed 
communication skills” (2000: p73).
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Necessary aspects of call centre management, include selection by core competencies, 
the need to recognise qualities and attributes in applicants, training, performance 
measurement and attending to motivational issues (Hook 1998)
So in summary, it can be seen that the UK call centre industry has been subject to 
major changes in the nature of the work, the international employment market and the 
advance of new technology. A common understanding of how these changes are 
perceived by people within call centres and the elements they believe necessary to 
support them their roles appears less evident.
1.8 Conclusion
This Chapter provides the biographical background to the research and my 
methodological stance. It defines the call centre, acquainting the reader with 
important developments in the industry and contrasting views of the nature of call 
centre work. The research question and its subsidiary questions are stated and a 
justification given for the research. Pragmatically and most significantly that despite 
previous research into call centres and stricter work policies adopted by management, 
the issues of staff disengagement, high sickness and absenteeism persist.
The impact of this chapter upon myself, as researcher has been to alert me to how, 
despite advances in technology, disengagement, high sickness rates and absenteeism 
have manifested consistently in call centres over the past 10 years across the UK.
Why this should be so and what the attitudes and perceptions of call centre workers is 
less clear. There is evidence from the literature cited that the role of call handler is 
stressful for many people, but not all. Some industries are noted as poor, particularly 
IT and Telecommunications. My own experience, as a call centre agent was that work 
was stressful but not unsatisfying. Stress, often defined as where demands outstrip 
capability was contained as one element within my relationship with the call centre, 
including it’s purpose, my purpose, my employer, colleagues, the employment 
contract, ongoing contact with the customer and a host of other factors.
Through reviewing the debate within the call centre literature on the nature of service 
work as knowledge work my own vision for call centre workers attitudes and 
perceptions to be better illuminated and understood has been strengthened.
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Chapter Two: The Literature Review
2. Introduction
In Chapter one an initial overview of the call/contact centre industry was provided 
from the literature, introducing its role as a major employer, employment conditions 
and the impact of new technology as a catalyst for driving change.
The literature review within Chapter Two complements that work, discussing two 
main areas to be considered with sets of corresponding literature relevant to my 
research interest. These were:
1. The organisational context and the nature of call/contact centre work.
How societal and organisational characteristics, employment arrangements, 
technology and commercial imperatives shape or provide the backdrop for 
employee conditions.
2. Management practices and the agent’s relationship with management, 
including supervisory staff. The role management played in creating the 
conditions for the call centre employee’s day-to-day attitudes and perceptions.
Weber (1946) assets that the commitment to scientific or rigorous method is itself a 
value, and that the conclusions and implications to be drawn from a study are largely 
grounded in the moral and political beliefs of the researcher. I therefore offer my 
values and bias as a means of enabling the reader to understand my perspective on 
humanistic ways of working.
This review sought to critically assess the literature (section 2.1) considering what is 
already known from within the public domain that is related to my research question. 
Major themes are identified from research conducted over the last 12 years. This 
knowledge was used to inform my approach.
The literature is referred to throughout the research, rather than contained to one 
chapter. This chapter references works by established authorities that stimulate a 
greater understanding of the call centre industry and some of the contradictions within
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it. More recent literature identified as relevant after data collection can be found in 
Chapter six onwards as it is integrated into the research findings.
2.1 The organisational context and the nature of call/contact centre work
The purpose of this section is to provide the reader with an overview of the major 
terms and changes within the UK call/contact centre industry that form the contextual 
backdrop for the research.
2.1.1 Defining the call and contact centre
There are many diverse and frequently divided ways of viewing call centres. They 
have been heralded by Government as bringing much needed employment to 
declining industrial areas but have also been heavily criticised for using management 
methods developed for mass production of products rather than services (Herzenberg, 
Alic & Wial 1998).
As noted in Chapter one, the finance industry was the first sector to pioneer 
widespread use of the call centre.
Taylor and Bain (2004) say:
“Call centres seemed to offer dramatic cost savings through the centralisation 
of previously dispersed servicing or sales operations, which the finance sector 
initiated and exemplified, notably by closing bank branches or creating 
entirely new branchless telebanks, (Bain and Taylor 2002b, Marshall and 
Richardson, 1996).
Between 1999 and 2004 the terms call and contact centre began to be used 
interchangeably in the public domain, sometimes incorrectly with the contact centre 
thought of as somehow more modem, but its functional differences not clearly stated 
or understood.
Shellabear (1998) published elsewhere, uses the term ‘contact centre’ to describe 
“a multi communication channel unit that customers may contact or be 
contacted by which utilises: direct mail, telephony, e-mail, fax, video and/or 
the Internet as channels to the market place (1998a: p207).
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Taylor and Bain (2001) state:
“if the utilisation of the ACD system signified the basic paradigm of the first 
generation of call centres, the adoption of interactive voice recognition (IVR), 
the introduction of call blending and the development of web enabled 
multimedia contact centres might be seen to constitute significant steps in their 
later development.” (200Ip: 40)
There is a popular misconception, strengthened by articles in the media that tend to 
focus on negative customer experiences that call and contact centres all comprise of 
the same elements and work in the same way. This is not the case. There may be 
significant variations dependent upon a range of factors. Taylor et a fs  (2002) research 
into experiences and perceptions of front line call centre operators state
“early writings have tended to treat call centres uniformly’’...and ...despite 
commonalities in the integration of telephone and the VDU technologies, 
work organisation in call centres is far from uniform.” (2002: p i34).
They continue:
“it is necessary to take account of differences in relation to a number of 
important variables: size, industrial sector, market conditions, complexity and 
call cycle times, the nature of operations (inbound, outbound), the precise 
manner of technological integration, the effectiveness of representative 
organizations, and management styles, priorities and human resource 
practices, (2002: pl34).
Taylor and Bain (2002) go on to define quantity and quality as the two polar priorities 
in call centres by which work organisation and the labour process can be understood. 
Simple, straightforward and often scripted calls can be found at one end of the 
quantitative spectrum, where agents are subject to tight call-handling times. At the 
opposite end can be found the more complex, potentially higher value interactions 
where agents have considerably more discretion and call times are more relaxed.
These distinctions have important implications for the labour process, the worker’s 
experience of their job and relationship with the call centre 
Taylor et al (2002) ideal characteristics are shown below:
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Ideal Characteristics of Quantity/Quality 
Quantity
Simple customer interaction
Routinization
Targets hard
Strict script adherence
Tight call handling times
Tight ‘wrap-up times’
High percentage of time on-phone/ready
Task cycle time short
Statistics driven
High call volumes
Low level of operator discretion
Nature of call simple
Mass service delivery
Quality
Complex customer interaction
Individualization
Targets soft
Flexible or no scripts
Relaxed call-handling times
Customer satisfaction a priority
Possibility of off-phone task completion
Task cycle time long
Statistics modified by quality criteria
Low call volumes
High level of operator discretion
Nature of call complex
Customization
From: Taylor et al (2002) Table L Work Employment and society Vol 16, No 1 
The perception of these characteristics within the actor’s workplaces are explored 
further in Chapter five.
Using Frenkel et al’s (1999) concept of a workflow (defined as ‘a structured set of 
tasks (work) leading to a specified output (defined to include services) orientated 
toward a particular market’ (1999: p36) Taylor et al (2002) examine evidence from 
nine workflows. Filtering out responses from management and supervisors they found 
that the majority of operators in the so-called quality workflows expressed a general 
lack o f control over key aspects of their job, perceiving task performance to be highly 
routinized. It is perhaps predicatable that cost minimisation within the call centre was 
reported as the driver for limitation of customisation of calls by workers.
Researchers have argued that past classifications of work are becoming obsolete 
(manual/non-manual distinction) as routine manual work is increasingly automated 
and the characteristics of skilled production workers become more similar to 
technicians ( Zuboff 1988: p98; Gallic and White 1993: 24). Frenkel et al (1995) 
maintain the purpose of work is changing as workers now undertake a wide range of
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tasks, such as inputting into work process improvements and carrying out task 
previously undertaken by managers. Frenkel et al (1995) developed a framework that 
makes a distinction between the act of work and the medium of work. They suggest 
by dividing the act of work into three main elements (knowledge, creativity and 
skills), a clear distinction can be made between the ‘routine’ and ‘knowledge’ worker. 
Discussing specific occupations, they state:
“customer service representatives do not need theoretical knowledge; rather 
they must know how to ‘navigate the various software packages that support 
their role. This is a form of contextual knowledge whose effectiveness 
depends largely on intellective and action-centered skills. Creativity may be 
needed to handle exceptional cases....and creativity is also required in 
proactive selling, a function which customer service representatives are 
increasingly required to take in line with the prevailing ‘one-stop shop’ 
concept”. (1995: p 781).
Taylor and Bain (2001) have criticised Frenkel et al’s (1999) study of frontline 
workers on the grounds that the workflow model utilized is not flexible enough to 
accommodate the spectrum of possibilities in call centre work organization. They 
believe that diversity in work organisation and call complexity in the call centre is 
better understood referencing the dichotomization of quantitative and qualitative 
characteristics listed above.
Frenkel et al (1999) have been criticised for generally being overoptimistic in their 
portrayal of the experience of work (Taylor and Bain 2001; p 42). Taylor et al (2002: 
pl35) refute Frenkel et al’s (1999) assertion that call centre operatives are becoming 
‘increasingly becoming creative workers’, (1999:p 69) and that ‘service (call centre) 
work was not as routine and uncreative as sometimes depicted’ (Frenkel et al., 1999: 
91). Taylor et al (2002) maintain that although there may be exceptions where the 
quality of customer interaction is held as a premium, but this is not the dominant 
experience of call centre work (2002: pl35).
The researcher’s experience of call centre work was that varying levels of 
interpersonal skills were frequently deployed in both inbound and outbound work, 
which contrasted with the routinised answering of incoming enquires. It is not 
possible to make blanket assertions regarding the level of challenge based on call type
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or direction, as each context is unique. Skills such as empathy and rapport building, 
active listening and sales ability might be utilised on both outbound or inbound 
depending upon the requirements of the role. The degree to which communication 
was perceived as a specialist skill was often dependent upon the prominence given to 
it and the investment in it of the employer organisation through training and support. 
The orientation of the operative was also highly significant.
I considered the use of workflows (after Frenkel 1999) as a methodological basis for 
the examination of data from the call centre, however decided that whilst this may 
have been a useful framework for examining tasks and workers reactions to them, I 
rejected it on the basis that the actors relationship with the call centre, as the unit of 
analysis, offered the potential for greater inclusion and insight into the meanings they 
attributed to their attitudes and perceptions.
As a practitioner I had twenty-one years experience working within call centres when 
it was generally first known by the name of Telebusiness and was perceived by many 
business people as a function rather than an industry.
Some of my clients suggested that the call centre, as both an entity and name would 
be superseded by contact centres and utilise the full range of new communication 
technologies with their accompanying customer service strategies. Measurement of 
customer service levels were expected to change, as would staff working practices 
and management methods.
Many people are unsure of which term best describes their operation, and so within 
this research actors from both call and contact centres have been interviewed. Both 
terms are used throughout the thesis.
2.1.2 The evolution of call centre to contact centre
Calvert (2003) managing director of the Calcom Group, (a training provider) offers a 
business perspective with her model of contact centre evolution. She cross-references 
the titles ‘Themes’, ‘Focus’ and ‘Measures’ with the time periods o f ‘Mid 1980s’,
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‘Early 1990s’, ‘Late 1990s’ and the ‘21st Century’. Below is a summary of the slides, 
presented as a table, as shown at Call Centre Association (CCA -  a UK Trade 
Association) conference in London on 16 October 2003:
Table L -  ‘Themes* Focus & Measures’ Calvert (2003)
Theme
Service
Quality
Focus:
Technical development 
and operational 
infrastructure
Measures:
Return on investment 
(ROI) and projections
Competitive
Advantage
Focus:
Benchmarking, target- 
setting. productivity, 
command and control
Measures:
Call volumes and 
activity measures
luirlv 1990's
Getting Closer to 
Customers
Focus:
Multiple channels, 
customer relationship 
management (CRM), 
empowerment
Measures:
Operational efficiency, 
productivity
Building CommuDitlcs 
In ihe Workplace
Focus:
Providing a value added 
service to the customer* 
providing strong 
leadership in tern ally, 
finding new channels to 
market
Measures;
Customer loyalty, 
people loyalty
21st Cermm'
Time
The researcher argues that whilst the above model has some use in identifying various 
themes their separation by chronological sequence is an artificial distinction. The 
titles above have been a consistent preoccupation of managers and business people 
within the call/contact industry for the past 25 years. Customer loyalty (as a measure) 
within the 21st century category was likely to be an objective within the theme of 
‘getting close to customers.’ Return On Investment (ROI) is still put forward as a 
means for justifying capital expenditure in Customer Relationship Management 
(CRM) initiatives, and is likely to continue to be so as long as returning a profit to 
shareholders is a main priority. This view is supported by the literature, Collins (2003 : 
p26) states: “accountability, measurability and ROI have always been the watchwords 
of online marketing”. Returning to distinctions between call and contact centres, the 
latter is differentiated from the former by their ability to offer online services, 
including marketing to customers.
Dawson’s (1999: p6), observational model of call centre development defines five 
stages, although the model purports to have six. The model is applicable to companies 
who have built a call/contact centre and added it to their existing business operation as
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opposed to the purpose built centre that takes outsourced work from other businesses. 
These stages are characterised by increasing focus upon the customer, sophistication 
in technology and integration of workflows and processes. The model does not 
address the cultural aspects of call/contact centre development, which makes its use 
limited. The stages by Dawson (1999) are summarised as:
• Start-up where a company has just released its first product, telephone 
calls are answered, but not necessarily dealt with.
• Triage, the volume of calls combined with the need for smoother workflow 
process drives the company to respond with a formal call-answering 
system, for example a rudimentary Automatic Call Distributor (ACD) that 
directs incoming call traffic to waiting staff. Small-scale outbound centres 
involved in telemarketing, surveys or collections would also be included in 
this stage, although not outsourced operations.
• The organised centre, utilising the full range of call centre tools including 
ACD for call routing, Interactive voice response (IVR) for screening of 
calls through offering a recorded menu of options that the customer 
chooses from. The centre is typically analysed by managers external to it 
and charged with improving service and cutting costs. Training may be 
used to try and improve staff performance. There is little understanding of 
the mutual interdependence between the company and the centre.
• Corporate asset as the importance of customers to the success of the 
company becomes apparent. The centre is perceived as a strategic tool 
where cross-selling, (offering additional non-related products to the 
original order) or up-selling (offering related products to the original 
order) activities can take place. Basic Computer Telephony Integration 
(CTI) occurs where the phone system is linked to the agent’s computer. 
This may include screen pop, where computer fields are activated by call 
types. E-mail or web interaction systems may be in operation. The centre’s 
systems are integrated with the company-wide data systems, such as order 
fulfilment, tracking and workflow.
50
• Mass customisation of service is achieved when the company and call 
centre function as an integrated whole. Data captured in the customer 
transaction is processed and added to back-end databases. Agents have the 
power to resolve queries and problems without transferring them to 
another department. Technology includes, voice (telephone) fax, e-mail, 
web and others. Each customer receives a customised communication that 
answers their precise needs. Measurements include: agent performance, 
cost of call, and cost of processing and value of the customer.
Howard (1998), defined the ‘call centre development model’ (CCDM), a refinement 
of the call centre evolution model, published in 1997, in the Merchants Benchmarking 
Report. A high-level description of the CCDM model is that it focuses on the 
operational and strategic development of the call/contact centre over time. A 
quantitative scoring system is used to classify the call centres that took part in the 
survey which Howard believes could be applied to any call/contact centre, although 
its criteria suggests an internally owned and managed operation rather than one that 
has been outsourced. The stages for call/contact centre development are outlined as: 
basic, co-ordinated, integrated and optimised. These are described in terms of four 
operational competency areas: (i) people, (ii) process, (iii) technology and (iv) 
information. The table summarising key factors under each operational competency 
area for each of the four stages of development can be found below and a strategic 
development of the model is in the appendix.
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Operational competency area
Stage People Process Technology Information
Optimised Long-term
people
development in 
line with future 
needs. HR 
policy and 
infrastructure 
evolving in 
response to 
needs and 
changing 
conditions.
Processes 
optimised with 
continuous 
improvement.
CTI used to 
integrate ACD, 
skill based IVR, 
Web and data 
systems to 
optimum 
benefit for 
customers and 
internal 
efficiency.
Customer data 
used to manage 
customers on an 
individualised 
basis. Integrated 
customer and 
call data used to 
measure 
customer 
profitability.
Integrated People set up to 
win, with best 
practice in all 
key areas.
Processes 
defined, quality 
controlled and 
managed.
ACD used to 
full potential. 
Use of basic 
CTI. Call 
blending and 
load balancing 
used as 
appropriate. 
Business 
systems 
integrated on 
agent desktop.
Integrated, 
common view 
of customer 
data. Customer 
data used to 
manage contact 
strategy. 
Customer data 
integrated with 
call data in 
MIS.
Co­
ordinated
HR
infrastructure 
well developed.
Key processes 
defined and 
documented.
Some
automated MIS. 
Basic voice 
processing 
applications.
Basic customer 
data system 
provides 
customer 
history.
Data used 
proactively for 
campaigns.
Basic People recruited 
with basic 
training.
Ad-hoc 
processes 
designed as 
needed but not 
documented as 
reusable 
methodologies.
ACD in place. 
MIS informal 
and largely 
paper based.
Basic customer 
data system 
used reactivity. 
Basic data 
available to 
support agents.
Table 2 Operational Competency Area: Adapted from The Merchants Group 
Benchmarking Report (Howard, 1998: p214).
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The competency areas are further defined as 
People
The areas of people practice and competency that Howard (1998: p214) refers to 
assess development are outlined in the chart below:
HR Infrastructure
• HR infrastructure defined and documented
• Job/role design
Job and people profiles designed and reviewed on a regular basis
Recruitment practices
• Telephone screening used in the recruitment of staff
Induction practices
• Mentoring and buddying used for new agents
Staff training and coaching
• Telephone communication skills training for new agents
• At least one day training/coaching per agent per month
Management and staff development
• Ongoing training and development provided for all staff
• Assistance provided to staff to develop their careers
Rewards and recognition design
• Agent appraisals or reviews take place at least quarterly
• Agent salary above £10,000 (UK only)
Performance management
• The call centre has clearly defined and known business objectives
• Aligned/measurable goals and targets at all levels, linked to rewards
Culture development
• Agents involved in developing the call centre culture
• Internal culture consistent with intended external customer service culture
Staff empowerment
• Agents empowered to make decisions supported by information systems
Staff turnover
• Net agent turnover from the company below 10% per annum
Absenteeism
• Agent absenteeism rate below 4 %
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Staff satisfaction and morale
• Staff satisfaction surveys carried out regularly
Internal service quality
• Use of external accreditation (e.g. Investors in People/Training Awards)
Table 3, adapted from The Merchants Group Benchmarking Report (Howard 1998:
p!93).
Within the Merchants (1998) report a scoring system was developed that assessed 
data for: HR infrastructure defined and documented; job grades and pay structure 
specific to call centre; telephone screening used in the recruitment of staff; corporate 
induction for all staff and buddying used for new agents; use of competencies 
frameworks; communication and interpersonal skills training for new agents and 
ongoing; coaching hours per agent per month; skills training days; new and ongoing 
training methods used; training effectiveness evaluated; assistance provided to staff to 
develop their careers; frequency of agent appraisals or reviews; agent salary; 
measurable goals and clear briefs; use of self-managing teams; staff retention; agent 
absenteeism rate; staff satisfaction surveys carried out regularly; motivation methods; 
staff feedback methods; external accreditation/awards.
Howard does not use a single criterion to judge the stage of development of a 
call/contact centre, rather a broad evidence of good practice resulted in an overall 
score. The report acknowledges that: “a strong weighting on staff turnover and 
absenteeism rates was used which dragged many of the call centres down a category” 
(1998: p215).
The researcher observes that while this report is regarded as an authority within the 
business community, it may not be well known within academic circles and that it’s 
cost may be prohibitive for student’s and libraries to access.
2.1.3 Process levers and measures
The areas of process practice and competency that Howard (1998) used to assess 
development are outlined below. In this model Howard (1998) acknowledges 
‘process’ is used to describe what is in practice a broader range of operational
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management disciplines (1998: pl94). Included is any aspect of operational call 
centre management which did not fall within the domain of either people or 
technology management. It references areas of competency such as the 
structural design of operations and the teams within call handling and call flow 
design, including how the technology is used before agents receive calls as well as the 
hand-off process to other departments, capacity planning and resourcing, information 
management, data analysis, quality management, environmental design, 
benchmarking and assessment. Operational management is defined as being "about 
managing the process that brings together and leverages the human and technological 
resources available” (1998 p 194), as shown in the chart below:
Team structure design
Agent: Supervisor ratio between 1:8 and 1:12
Business process design
Call centre processes designed, documented, quality controlled and managed 
Participation of staff in making improvements
Call handling/flow design
Written prompts or call guidelines on screen
Environment design/facilities
Adequate break times and facilities for rest periods 
A quality working environment
Resource and capacity planning
Computerised rostering used to match staffing to call volumes
Quality management
• Complaints procedures documented 
Frequent mystery shopping
• Gather feedback from customers on their experience of the service
• Monitor or tape calls and provide feedback to staff
Data analysis
• Specialists used to analyse customer and call data
Data warehousing or equivalent means of making data available for analysis
MIS design
Integration of call data and customer data in report design
Benchmarking/assessment/standards
• Benchmarking of the call centre with other call centres 
External qualitative assessment of call centre practice
 •_____Use of a quality or process improvement model______
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Co-ordination with other parts of the organisation
Agent briefing on relevant marketing activities
Type of call analysis used to address causes of customer problems
Feed back market intelligence to other parts of the organisation
Average duration of wrap up and admin time 
• Total below 25% of agent time
Quality control measures
Accuracy and error rates in agents’ work measured and fed back
Resource to traffic matching
Achievement of service levels set
Table 4 Process levers and measures adapted from The Merchants 
Benchmarking Report, (1998: p i 94).
2.1.4 Technology
The areas of technology practice and competency included assessing data for a wide 
range of areas including script automation and system support; automated agent 
support systems; single agent interface to all information systems; “call me” button 
and customer agent linked web browsing; ACD and IVR capability; basic Computer 
Telephone Integration, e.g. screen pop, call and data transfer; computer assisted 
dialling, e.g. screen based or predictive dialling; call blending and load balancing; 
multi-site capability; disaster recovery and backup systems in place; Year 2000 
compliant; management support technology including electronic wallboards and 
rostering software; call monitoring/taping; MIS automation; internal communication 
systems, including e-mail and Intranet.
Signs of automation were expected for a call centre to achieve a ‘co-ordinated’ score 
and some signs of integration for an ‘integrated’ score.
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2.1.5 Information
The areas of information practice and competency that were assessed to identify 
development included: (i) the gathering, use, management, maintenance, integration 
and analysis of customer data, (ii) the availability of customer data and information to 
agents, (iii) the proactive and reactive use of customer data for managing customers, 
(iv) the availability and use of call data for management information, (v) the use of 
other internal data in the planning and management of the call centre, (vi) the 
integration of customer data, call data and internal data within management 
information systems.
The scoring system used within the Merchants (1998) report included data for: 
specialist data analysis capability; agents on-screen access to all relevant information 
systems; other internal data used in planning and forecasting; MIS Integration of call 
and customer data.
Culture is explored by Howard (1998) using Harrison’s published instrument for 
assessing organisational culture (Harrison and Stokes 1992).
Harrison’s (1992) four organisational culture orientations:
The four cultural orientations are defined as: (i) Power - based on strong leadership 
and inequality of access to resources, (ii) Role - in which a system of structures and 
procedures substitutes the naked power of the leaders, (iii) Achievement - in which 
the external rewards of the power and role cultures give way to intrinsic satisfaction 
as the primary means of motivation, with people aligning behind a common vision or 
purpose and (iv) Support - based on mutual trust between the individual and the 
organisation and in which the being values of relationship supersede the doing values 
of achievement.
This model has advantages over Dawson’s (1999) model described in section 2.2.2, in 
that it maps operational competency areas for people, process, technology and 
information. I rejected it however, because it did not appear to be sufficiently well 
matched to explore the intricacies of the attitudes and perceptions of call centre 
workers, call and contact centre structures and working conditions.
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2.1.6 Public perception of call centres
Call centres have frequently been the focus of negative criticism in the UK media. 
White (2002) says “slagging off call centres these days is not so much a commonplace 
as a cliché” (2002: p8).
He draws attention to a recent unnamed customer survey showing the publics general 
dislike for the business. Customer complaints are described as: being put on hold and 
time wasted waiting on the line listening to Vivaldi, the automated response, i.e. 
pressing buttons on the telephone for a seemingly inordinate range of services and the 
general unhelpfulness of operatives.
Coxon, (2003) editor of Call Centre Focus believes that the majority of headline- 
catching customer surveys are conducted by technology companies who feed stories 
to the TV stations and national newspapers. She says: “these self same vendors will 
next day knock on the call centre’s door, asking if it’s interested in purchasing 
product x or y” (2003: p4).
From the researcher’s experience although this may occur in some circumstances, to 
discount all criticism seems overly dismissive and does not encourage debate of 
important issues.
Unfavourable comparisons have often been made between factories and call centres. 
Taylor and Bain (1999) describes the typical call centre operator as: “young, female 
and works in a large open plan office or fabricated building, which may well justify 
the white-collar factory description,” (1999: p i 13). They also say “even in the most 
quality driven call centre the labour process is intrinsically demanding, repetitive and 
frequently stressful,” (1999: plO).
2.1.7 Labour Process Theory
Labour Process as a term was first used by Marx (in Capital Vol 1) and its commonly 
associated with Marxist theory which maintains that the extraction and appropriation 
of surplus value by management is exploitative and usually obscured. The purpose of
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labour process theory (LPT) is to understand the organisation and control of human 
labour activity where workers are persuaded to produce enough value to maintain 
themselves, the owners of the capital, and the organisation that employs them (Jermier 
1990). Some critics have questioned the viability of LPT (Cohen 1987), however 
since Braverman’s Labor and Monopoly Capital was published in 1974, LPT has been 
widely accepted within academic circles as illuminating how work is organised in 
capitalist societies. The defining feature of the capitalist labour process is said to be 
the struggle at the point of production to convert labour power into labour, to achieve 
the accumulation of capital (Thompson 1990). The basic conflict of interest between 
capital and labour, has been described as ‘structured antagonism’ (Edwards 1990), 
and demonstrated through strikes, sabotage, theft, unagreed absence, and reduction in 
productivity.
Papers written from within the radical functionalism paradigm, (after Burrell and 
Morgan 1979) are pervasive in call centre literature and appear to dominate 
intellectual thought.
According to Knights (1990) a failure of LPT is the non-development of a 
nonessentialist concept of subjectivity. LPT, he says, has not developed sufficiently 
from Marx’s philosophical anthropology of life and labour. Knights (1990) maintain 
that identity issues for individuated selves experienced in the contemporary workplace 
need to be considered. According to Knights (1990), who draws on the work of 
Foucault, the self subjugation of workers is said to involve the internalisation of 
knowledge and power relations as an attempt to reduce existential tension and 
increase security with actors become self disciplining as a consequence.
The ascent of the call centre has been supported by the arrival of new technology and 
according to some researchers Taylorist work methods. Bain et al (2002) say:
“for management, a key consideration is that the essence of the labour process 
is located not simply in the quantity of calls (measured in calls per hour, 
average call times, time between calls etc), but also in the quality of each 
employee-customer inter-action requiring for example, detailed analysis of 
call content and how successfully the employee is judged to have related to the 
customer” (2002: p 172).
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Based on my own consultancy experience I support findings that assert management 
is continually challenged to balance quantity and quality elements within the centre’s 
calls with prioritisation of one area having implications for the other and vice versa. 
All call centres pursue a mix of quantitative and qualitative objectives although the 
balance between the two will vary.
It is perhaps not surprising to say as Bain et al (2002) maintain that in the most 
quantity-driven operation, the aim is to ensure that the customer receives 
comprehensible information; conversely, employees in the most quality conscious 
centres are monitored, do not enjoy unlimited time on the telephone and, de facto, are 
expected to handle a minimum of calls, (after Bain et al 2002: p i72).
Bain et al (2002) conclude Taylorist measures are widely applied to quantitative 
(number of calls answered and call handling time) and qualitative factors (rapport and 
pride in the company). Taylorist techniques are listed as including: the dis­
aggregation of worker’s tasks by management, physical supervision and the 
application of numerical means to enforce, monitor and assess employee performance, 
(after Braverman, 1974:119).
In the researcher’s view, the integration of telephone and computer technology has 
enabled ongoing monitoring and review of call centre worker’s productivity in 
addition, rather than ‘as opposed to traditional periodic appraisals’ discussed by Bain 
et al (2002). The majority of call centres I have encountered aim to use the statistics 
produced in one-to-one reviews between agent and supervisor and monthly 
assessments.
Menday’s (1999) comments in section 2.21 above support Bain and Taylor (2003) 
who say, “ as competitive pressures have grown, an earlier ethos of customer service 
has been increasingly subordinated to the imperatives of sales figures and statistical 
benchmarking, (2003: p 48).
From the extracts above, it was apparent to the researcher that workers and managers 
are all part of a collective labour process, (in the sense that all are involved, though
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they may have differing interests) where the ‘frontiers of control’ are located at the 
frontline, operational level. Teulings (1986) says:
“ the operational level is first and foremost under pressure for control/and or 
change in the organisation. The labour process of direct (manual) labour is 
more liable to reorganisation than any other labour process, the rank and file is 
more subject to coordination and control than any other category of 
employees’’ (1986:pl63).
It should be remembered that there are a number of labour processes operating within 
a call centre at management, back office and front line levels at any time. These other 
labour processes are not usually so fully defined, visible or receive the same level of 
organisational attention as those of the front line call centre worker. Taylor et al’s
(2002) Ideal Characteristics Quantity/Quality (Table 1 -  section 2.2 above) shows 
components of the labour process from a Customer Service Representative 
perspective.
2.1.8 Understanding Psychological Contract Breach
The concept of the psychological contract was first used by Argyris (1960) and 
popularized by Levinson et al (1962) and Schien (1978; 1980). The management of 
psychological contracts is a core task for firms that attempt to develop “people- 
building” rather than “people-using” organisations in an organisational climate 
characterised by trust’ (Schalk and Rousseau, 2001). This appears to be a challenge 
for call centres where the work environment can be volatile, process are redesigned 
and job roles rewritten to meet market demands at short notice. In these conditions it 
is all too easy for management to overlook the necessity to reagree its formal and 
psychological contracts with its staff.
I searched the literature for a consistent definition of the psychological contract. 
Rousseau (1989) defined it as:
“an individual’s beliefs, shaped by the organisation, regarding terms of the 
exchange agreement between individuals and their organization” (1989: p9).
Guest et al (2002) offer another definition acknowledging the employers perspective 
and defining the psychological contract as:
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“ the perceptions of both parties to the employment relationship -  organisation 
and individual -  of the reciprocal promises and obligations implied in that 
relationship’ (2002: p22).
Robinson and Morrison (2000) highlight the importance of communicating the 
psychological contract during the process of recruitment, while Herriot and 
Pemberton (1997) and Styles et al (1997) emphasise the importance of ongoing 
interaction between the employer and the employee in relation to the job and to 
personal issues such as workload, development, work-life balance and career 
prospects. The performance appraisal process can be seen as an opportunity to 
identify and clarify expectations with employees (Herriot and Pemberton 1997; 
Rousseau, 1995). Mission statements, as a formal top-down communication to 
workers can be a statement of intent and direction, intrinsic elements of the 
psychological contract, Tumley and Feldman (1999).
Schalk and Rousseau (2001) note the difficulty facing managements that would like 
the organisation to speak with one voice. From the breadth of the studies above, it is 
apparent that organisational communication may originate from a number of sources, 
over time, all, some or none of which may impact upon the worker’s perception of the 
psychological contract.
Other researchers have identified that employees were clear about what matters to 
them: the basic outcomes of fair pay, safe hours and conditions, and a degree of job 
security. However management representing the organisation emphasized less 
tangible offers, such as humanity and recognition in Shore and Tetrick (1994).
Herriot et al (1997) found nineteen categories of obligation accounted for all the 
critical incidents generated by employer and employee to the contract. Employee and 
organisation groups said employee obligations were most commonly cited as 
“working the contracted hours, doing a good job and being honest”. Reciprocity and 
trust were lost through contract violation.
Guest et al (2002) showed that perceived contract breach is less likely to be reported 
by managers where organisational communication is judged as more effective (2002:
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p33). In addition, they found that effective communication would be associated with a 
fairer exchange and a perception of a more positive impact of management of the 
psychological contract on a range of employee-related outcomes (2002: p33).
These earlier findings are substantiated by Deery et al (2006) who examined the 
consequences of psychological contract breach in call centres through investigating 
employee absence in a large telecommunications company in Australia. Deery et al 
(2006) state:
" Perceptions of a shared psychological contract breach were associated with 
higher absenteeism. Employees who believed that their organization had not 
fulfilled its obligations to them and their fellow customer service workers 
were significantly less likely to trust their organization. This was associated 
with perceptions of less cooperative employment relations and higher levels of 
absence. Perceptions of external market pressures were seen to mitigate the 
negative effect of contract breach on absenteeism. However, the availability of 
attractive job alternatives did not affect the relationship between perceptions 
of employer- employee cooperation and absence behaviour” (2006: p9).
Deery’s (2006) findings have significance for organisations situated in geographical 
areas of high call/contact centre density where competition for workers may be 
strong. Deery’s (2006) study also supports the view that while workers may seek to 
redress the balance for perceived injustices (tit for tat after J.Stacey Adam’s equity 
theoiy) absenteeism and lack of cooperation were not related to pursuing better job 
opportunities elsewhere. Studies in different organizational setting on different types 
of workers were suggested as a means to make the findings more generalisable.
2.1.9 Worker resistance
As discussed in section 2.2.6, the daily experience for many employees (in call 
centres) is reported as being repetitive, intensive and stressful work, based upon 
Taylorist principles. According to (Taylor and Bain 1999: 110), these characteristics 
of work organisation and the labour process are widely acknowledged within the 
industry.
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My own experience as a consultant had informed me of management’s attempts to 
recruit staff for frontline positions who fitted defined profiles and would ‘fit in’ well. 
‘Fitting in’ frequently meant wholesale acceptance of working conditions and a 
minimum of disruptive behaviour, which was perceived as a distraction to the aims of 
the business. Union membership appeared not to be generally encouraged by 
employers although it was more evident in certain sectors, such as utilities and the 
public sector. My perceptions were substantiated by Willman et al (2007) who report 
11% of private sector management with 10+ employees in favour of union 
membership at their workplace in 2004, contrasted with 70% from the public sector 
(from WERS 1984 -2004).
However, Bain and Taylor (2000) state: “the existence of such work regimes does not 
signify the elimination of either resistance or oppositional attitudes (Bain and Taylor 
2000 p2-18). They continue: “while a variety of individual modes of employee 
resistance commonly occur, collective discontent can also be channelled through trade 
unions” (Bain and Taylor 1999).
The literature suggests that there have long been many ways that worker resistance 
can manifest, such as those noted by Noble (1984) in industrial automation, where 
workers sabotaged time-motion studies, ignoring methods and process specifications 
whenever they got in the way or conflicted with their own interests (1984: p37).
Alferoffet al (2003a) in researching into call centre conditions argue ‘staff within 
well-defined limits, resist management controls partly by transforming their work into 
a more aesthetic, pleasurable and creative experience’. In their case study research 
they found ‘management was so single-mindedly focused on control that it was 
incapable of seeing how the aesthetic resistance of staff offered a solution to its 
problem that was almost perfect in its capacity to economise on power (2003a: p 185).
Taylor and Bain’s (2003) research into the use of humour as a subversive tactic in two 
UK call centres concluded:
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“ satire sometimes vicious in character and directed at individual supervisors 
or management in general, was the most common form of humour” (2003: p 
1505).
Motives behind joking were found to be relief from boredom and routine. Other 
attempts to avoid alienation were described as denigration of customers. Humour was 
found to reinforce a shared sense of group identity (after Collinson 1988). Thompson 
and Acroyd (1995) propositions that satirical humour is common in the contemporary 
workplace and that there is a deep mistrust of management motives, which they state 
“ pretensions to openness encourages” was confirmed by Taylor and Bain (2003: p 
1506).
Aggregate union membership in the UK has been decreasing since 1979 when it was 
over 13 million. In 1996 it had fallen to less than eight million, with density down to 
one-third of all employees (Certification Officer, 1998; WERS 1998). Researchers 
have found evidence that workers sought effective representation regarding issues 
such as pay, hours, holidays, health and safety, shift and overtime and to contest 
efforts by management to intensify and control the pace of work through ever 
increasing targets (Bain and Taylor 2002).
This inquiry into union action is taken further by Taylor and Bain (2005) who explain 
how worker discontent at a Glasgow based call center, (employing 800 staff in 2000) 
was based on the organisation’s business priorities, management style, and 
employment relations. They discuss how discontent led to a sense of injustice and 
then to collective interest identification, organization and action, (2005: p 170). In this 
case study, the process is clearly shown how a group of individuals with a well 
developed sense of morals came to see the ruling group (management) as unjust and 
built the union through “bottom up” mobilizing activities. They acknowledge that 70 
percent of the workforce remained non-members, even at the high point of 
recruitment. Taylor and Bain (2005) state this lack of union support is due to
“fears of reprisal, a fatalistic view that the union would not be able to force 
fundamental change, and an expectation that employment was merely a stop­
gap until alternative employment opportunities presented themselves were 
factors influencing the choice of many not to join the union (2005: pi 71).
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Survey and case study evidence are used by Taylor and Bain (2001) to explore the 
experiences and attitudes of trade union and non-members working in six financial 
sector call centres. The findings are used to challenge Frenkel et al’s (1999) 
interpretation, with trade unions argued as the only means through which real 
democratization of the call centre will emerge (2002: p43). It is beyond the scope of 
this thesis to give an exhaustive account of their critique, as there is not the room for 
it. However, using the Quality/Quantity spectrum discussed in their work above, 
Taylor and Bain (2001) find that the majority of call centre operations in the financial 
sector in the UK lie in the quantitative end of the spectrum. They argue that 
generalizations about call centre work that do not take account of the distinctions 
between quantity and quality and fail to appreciate key differences in work 
organization, seeing all call centre work as the same. Taylor and Bains (2001) draw 
attention to the differences in perceptions of employee pressure and the significance 
of statistics and targets as key performance indicators as used by management. Cross - 
selling is also noted as a disputed area with it being perceived as an opportunity for 
‘creativity’ by agents in Frenkel et al (1999) and as ‘an additional and acute source of 
pressure by Taylor and Bain (2001: 53). It should be recognised that Frenkel et al 
(1999) are analysing developments in USA, Australia and Japan whilst Taylor and 
Bain (2001) focus on the financial sector in the UK. Further research into cultural 
differences to selling may be useful. Taylor and Bain (2001) conclude that: “reduced 
targets, more and longer breaks, relaxed AHT, (Average Handling Time), higher 
staffing levels and development rather than discipline are the key demands that 
operators want their unions to raise” (2001 : p 62). These areas have been beyond the 
union’s agenda and traditionally left to management discretion.
Bain and Taylor (2001) show a financial sector survey, which reveals “23% of the 
call centre workforce stated they were ‘very pressured’ at work on a normal day, 
while 61% were ‘quite pressured’. The aspects of work that contribute most to these 
feelings are identified in order of importance below.
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Importance of aspects of work in contributing to feeling pressurised:
Aspect of Job 6 A great deal’ and ‘to some
extent’ combined %
Targets 88
Not enough time between calls 61
Difficult customers 58
Repetitiveness of calls I make/take 50
Breaks not long enough 44
Too few breaks 43
Pressure from my supervisor 39
Having my calls taped 38
Always having to ‘smile down the phone’ 34
Monotony of the job 32
Having to keep to a script 27
Computer monitoring 27
Need to make a bonus 26
Not given enough information to do the job 25
From Bain and Taylor (2001: p i  18 ) Seizing the Time? Union Recruitment Potential 
in Scottish Call Centres.
Some of the recurring themes discussed by Taylor and Bain (2005) in evaluating call 
centre working include: acknowledging the differences in call centres regarding 
variables (like, size, industrial sector, market, call complexity and cycle time, nature 
of operations (inbound, outbound or combined) the configuration of telephone and 
computer technological integration, the effectiveness of trade unions, management 
style and priorities), the ideal characteristics of Quantity/Quality (see above) and that 
while it may be possible to locate an entire call centre at either end of the spectrum, it 
is not unusual for this distinction to apply within individual call centres between 
different sections of the business.
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The labour process and task organisation in many call centres is said to represent 
‘significant developments in the Taylorisation of white-collar work’ (Taylor and Bain 
1999, pl09).
From case study research Taylor and Bain (2001) concluded, “that for unions to 
increase their membership they must articulate call centre employees’ widespread 
perception of work as intense, pressurised and stressful.” (2001: p i 26).
Knights and McCabe (2003) believe that collective resistance will prove more 
effective than individual resistance in securing a change in working conditions. 
However they point out:
“there is no reason why individual expressions of resistance should be 
dismissed as of little significance. For despite collective organization 
developments, a majority of call centre workplaces in the UK remain non- 
unionized”(2003: p 1591).
Gathering academic research points to the call centre offering possibilities of worker 
job satisfaction through assisting the customer but dissatisfactions from repetitive and 
intensive work, stringent targets, tight supervisory control and monitoring (Bain et al 
2002; Callaghan and Thompson, 2001, Taylor and Bain, 1999, 2001, Taylor et al 
2002. These factors contribute to a stressful environment in which to work.
2.1.10 Health in call centres
In 2003 Taylor et al (2003) believed that with the exception of Deery et al (2002) little 
research had been done into the degree to which call centre work was unhealthy. 
Drawing on evidence from a study of a former public utility call centre in central 
Scotland they chronicle the emergence of health and safety concerns in call centres, 
critique regulatory health and safety framework, consider the industrial relations 
implications and provide an outline of the diagnostic model of occupational health. 
The energy company researched employed 1100 staff, 70 percent directly employed 
and the remainder were agency workers on long-term assignment. 80 percent of 
permanent staff and 10 percent of agency staff belonged to Unison. For the quarter 
October - December 2000, sickness absence averaged 4.7 percent, peaking at a
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weekly high of 5.1 percent, while turnover was 9.3 per cent, equivalent to an annual 
rate of 37 percent. Taylor et al (2003) state
“ The two most frequently reported complaints were physical tiredness and 
mental fatigue, with 36 percent and 32 percent respectively of all respondents 
experiencing these complaints very regularly (daily or several times a week), 
and 68 percent and 59 percent regularly (at least several times a month), with 
call handlers affected to an even greater extent.” (2003: p442).
This supports Deery et aTs (2002) findings that many workers suffer exhaustion and 
emotional withdrawal with serious human and organisational consequences.
In addition, more than a quarter said they experienced stress either daily or several 
times a week, and more than half at least several times a month. CSAs (30%) were 
more than twice as likely to be very regularly stressed than non-call handlers (14%). 
Taylor et al (2003) state:
“more than any other single symptom, the incidence of reported stress 
amongst CSAs points to the unique experience of call -handling and its effects 
on health and well-being. (2003: p442).
These findings were supported by the Health and Safety Executive 2003 research 
report into psychosocial risk factors in call centres.
Recommendations on conditions to management and the unions may not be acted 
upon. (Taylor, Baldry and Bain, 2002). Taylor et al (2003) say
" management is more likely to take action to remedy ergonomic problems 
and to a lesser extent those of air quality and temperature, than those relating 
to work organization and sickness absence policies, which tend to remain 
sharply contested issues” (2003: p452).
Taylor et al (2003) summarise
“Highly competitive market conditions compel managers to achieve maximum 
attainable call volumes. Consequently, the marked reluctance to take call- 
handlers off phones for any length of time constrains opportunities for 
meaningful job rotation and task variation. Given lean staffing and the close 
matching of call-handler occupancy to real, or anticipated, levels of customer
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demand, managers are reluctant to increase the frequency and length of 
breaks. In sum, no fundamental alternative is seen to the dominant paradigm 
of call handling job design.” (2003: p452).
In the case studies discussed above wholesale review of targets was rejected. Targets 
and breaks were not permitted to become bargaining items, as management perceived 
they had little room for manoeuvre. Management perceived targets as strategically 
important for productivity, efficiency and as an external benchmark. New workplace 
norms had been built which had become a habitual and inescapable reality.
Taylor and Bain’s (2003) work is effective in putting into context the negative effects 
of work organisation and job design. They argue strongly for radical change in the 
way work is organised in call centres if work related ill health is to be reduced. 
However, it should be borne in mind that not all call centres and their organisational 
context are the same, as Taylor and Bain (2000) themselves concur.
2.1.11 Employee exhaustion and withdrawal
Beyon (1984) carried out an ethnographic study of workers experiences in a Ford 
factory in Liverpool in the 1960s. He found evidence that much of the industrial 
unrest experienced at that time was attributed to issues similar to those in Taylor’s 
time.
He says,
“apart from the timings themselves, the main problems faced by the operatives 
on the assembly line related to ‘speed up’.
He continues:
“The history of the assembly line is a history of conflict over speed-up - the 
process whereby the pace of work demanded of the operator is systematically 
increased,” (1984: p 138).
Long serving stewards and workers at Halewood (the Ford factory and research site) 
insisted plant management frequently increased the speed of the line during a shift. 
Benton (1984) reports:
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“production managers out to make a name for themselves can only do it 
through figures - through their production and their costs. They abuse their 
supervision to this end. To serve the god of production is also to serve yourself 
...a few dodges are all part of the game,” (1984: pl38).
Deery et al (2002) examining employee emotional exhaustion and withdrawal in call 
centres, found that employees who spent longer with customers on each call 
experienced lower levels of emotional exhaustion, (2002: p490). Their study (utilising 
data from 480 telephone service operators in five call centres) concluded:
“the speed and pace of work was a particularly significant factor in the 
depletion of emotional resources. Should organisations fail to address the 
determinants of emotional exhaustion it is likely that employees may adopt a 
strategy of withdrawal as a mechanism of coping with the work environment. 
This could involve work absences and a more depersonalised approach to 
customers. Such an outcome is inconsistent with both rising customer 
expectations about service quality and the standards now being specified by 
organisations for service performance,” (Deery et al, 2002: p493).
2.1.12 Call centre working methods
Perhaps the modem day application of ‘speed-up’ in the call/contact centre is the 
introduction of the ‘power dialler’. The power dialler is a piece of technology used for 
optimising agent productivity making outbound telephone calls. Once programmed it 
automatically dials the customer’s telephone number, connecting it to an available 
agent or abandoning the call after a predetermined number of rings. Its application has 
resulted in significant savings in labour time and costs with increases in call centre 
customer contact rates. Its use has been criticised by consumer groups who have 
objected to the number of abandoned calls reported by their members. Agents have 
complained that they are not always ready to take new calls as it reduces ‘wrap up 
time’ where they would complete administration from the previous call and prepare 
themselves for the next.
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Cosica (1998) believes that the frequency of stressful events occurring in call centres 
does not allow sufficient ‘recovery time’, which may contribute to agent ‘bumouf, 
(1998: p27).
Batt, (1999) analysed Total Quality Management and Self Managed Teams, as 
compared to mass production approaches to service delivery, among customer service 
and sales workers in a major telecommunications company. She wanted to find out 
what was the most effective way to organise work in sales and service operations and 
if work can be organised to maximise both service quality and sales.
Batt (1999) observes “The telecommunications service industry has historically been 
a ‘high skill, high wage industry, achieving annual productivity growth of 6.9% in the 
three decades prior to 1980 but only 3.4% since (Keefe and Boroff 1994). Since 1984, 
deregulation has led companies to pursue new strategies to cut costs and improve 
service delivery; call centers are central to those strategies (1999: p540).
Two basic management strategies are discussed for competing in sales and service 
delivery. The first is based on maximising sales and minimizing costs and adopts a 
mass production approach inspired by Scientific Taylorism (Levitt 1972,1976). The 
second seeks to maximise sales by providing good service and building long-term 
relationships with clients, and has been described as ‘relationship management’
(Gutek 1995; Keltner 1995).
Batt (1999) provides another perspective outlining three common forms of work 
organisation in service operations: a mass production approach that maximises 
individual efficiency; a total quality approach that seeks to jointly maximise sales and 
quality by raising individual discretion and worker participation in quality circles, but 
leaves the supervisory structure in place; and a team approach that maximizes sales 
and quality through group self-regulation” (1999: p541).
Through Batfs (1999) study, participation in self-managed teams was shown to 
produce a statistically significant improvement in self-reported service quality and a 
9.3% increase in sales per employee. When combined with new technology, teams 
boosted sales an additional 17.4%. These effects persisted over time until the 
company let both programmes dissolve, and union-management relations deteriorated 
in the face of on-going downsizing and reengineering. Batt (1999) states:
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“ the company, like others, has moved in the direction of a mass production 
model of individualised work, faster cycle times and strict adherence to 
schedules. It has created training modules on-line to reduce initial training, 
and has shifted much of subsequent training to on-line, self paced modules. 
Virtually all training and work related information (work procedures, system 
capabilities, product information, legal regulations are on-line; ...employees 
are discouraged from asking questions or talking with one another because 
doing so reduces productive work time. The company has also introduced 
individual sales commissions as an incentive plan” (1999: p 558).
Batt (1999) concludes:
“the evidence in this case, however, argues against this type of mass 
production model, even on the basis of sales efficiency, because effective sales 
as well as service quality depend on continuous learning, processing of 
information, and tacit knowledge that group collaboration appears to foster” 
(1999: p558).
However, the notion of team working does not receive complete vindication in the 
literature. In Knights and McCabe’s (2003) case study of a call centre in a large 
building society, management are found to have political objectives aimed at securing 
employee support for flexible working practices, reduced supervision, and extended 
responsibility, all of which in large part involves elements of work intensification. 
2003: p i 588). Knights and McCabe (2003) are critical of the work of Frenkel et al 
(1995 and 1996) and Korczynski (1996) and say:
“ our scepticism stems partly from a feeling that these authors tend to 
decontextualise their analyses from the relations of power and inequality that 
pervade the organizations they study. This is apparent in their view that “team 
working provides ‘favourable work relations’ (p958).
Knights and McCabe (2003) go on to discuss how a discourse of team working 
impinged upon individuals so as to not only shape how they behave but also how they 
think, derive meaning and understood the world. (2003: p i587).
Knights and McCabe (2003) state in sum:
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“our case reveals the potential benefits for management and employees of 
what Hutchinson et al (2000) and Kinnie et al (2000) refer to as High 
Commitment Management (HCM) and Frenkel et al. (1995) term ‘info- 
normative’ control...however they argue that “clearly it is necessary to 
examine the context where, in some organizations, employees embrace and in 
others resist controls and routines, and how, even within a single organisation 
staff diverge in their responses” (2003: pi 614).
Knights and McCabe (2003) note divergences in the team-working regime. Such as: 
“staff were given greater responsibility and autonomy. This appealed to the 
human(istic) desire to be treated as a responsible adult for it confirmed a sense 
of their own identity. It also rendered staff critical of the contradictions within 
a management strategy that simultaneously expects autonomy and 
independence yet demands conformity to team discipline. Other tensions noted 
include the pull between quantity and quality where there was a constant threat 
to return to ‘bashing’ staff with productivity demands because the relaxation 
of controls to facilitate quality customer service had resulted in some not 
pulling their weight’. There was the contradiction of secrecy about pay and 
individual differentials, where there was supposed to be a ‘one team 
philosophy’ and extra curricular demands of staff to attend social events. 
Further, some staff resented being ‘moulded’ and implications of a ‘nanny 
culture’ (2003: pl615)
An area worthy of further investigation is that of the role of the team leader. 
Difficulties in team leaders adopting a ‘coaching role to support’ info normative 
control are pointed out, as supported by Hutchinson et al (2000).
Support for the anti deskilling position debate presented from a practitioner 
perspective is provided by Stephanie Wilson, call centre manager at Convergys in 
Newcastle-upon-Tyne. She says:
“The more complex the work, the lower the rate of attrition” quoted in Baker 
(2002).
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This view is supported by Holman of the University of Sheffield and Femie of The 
London School of Economics in their report published in 2000.
A working practice that is increasingly being employed in call/contact centres is that 
of multi-skilling. This involves training staff to perform a variety of different tasks 
and roles. The benefits to the centre are that it has greater flexibility in utilising its 
workforce and maintaining customer satisfaction in peak periods of demand. It also 
offers the individual the prospect of greater variety of work.
Intelligent Finance, a financial services provider, profiled in the CCA newsletter, 
offers a range of financial products: mortgages, personal loans, credit cards, savings 
and current accounts. Customers can minimise their borrowings by offsetting debit 
balances against credit balances. Their telephone advisers therefore conduct different 
types of conversations with both new and existing customers. Multiskilling is used. 
HR director Linda Mortimer (2002) says:
“we have a comprehensive training programme in place, that allows our staff 
to acquire the tools and skills to do their job well without being placed under 
undue stress. An integral part of this is a wide-ranging support network of 
team coaches and leaders to ensure they receive continuous coaching. By the 
very nature of the range of products we offer, multi-skilling is an integral part 
of the role. Our aim is to set our people for success and, by ensuring they have 
the tools to do the job, greater job satisfaction can be enjoyed” (2002: p4).
The application of multi-skilling described above is a tried and tested method in 
call/contact centres, as is giving people other jobs to do that do not involve telephone 
work, such as administration/support. Variation of the role can increase personal 
interest. But not all attempts at multi-skilling are successful. ‘Call blending’ is where 
telemarketing agents receive and make calls to customers of different clients within 
the same working environment or shift. Originally driven by technology and 
developed to optimise periods of agent inactivity this working practice needs 
considerable investment and may fail if staffing forecasts and call projections are 
inaccurate. Staff can find themselves unable to cope with demand or confused at 
having to suddenly switch functions and customers.
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Morgan (1986) states
“most organisations are bureaucratized in some degree, for the mechanistic 
mode of thought has shaped our most basic conceptions of what organisation 
is all about,” (1986: p22).
He goes on to trace the origins of mechanistic organisation and the principles of 
classical management theory, which were used to develop armies into military 
machines in the first half of the nineteenth century. The use of these principles is still 
widespread today.
Morgan’s (1986) principles of classical management theory are used as a conceptual 
framework to analyse the data generated within this thesis in Chapter Five.
Viewing organisations as machines, inspired by classical management theory and 
scientific management has its uses as a metaphor but can only provide a partial 
picture. As Morgan (1986) states:
“mechanistic approaches to organization work well only under conditions 
where machines work well: (a) when there is a straightforward task to 
perform; (b) when the environment is stable enough to ensure that the products 
produced will be the appropriate ones (c) where one wishes to produce exactly 
the same product time and again; (d) when precision is at a premium; and (e) 
when the human “machine” parts are compliant and behave as they have been 
designed to do (1986:p 34).
2.1.13 Benchmarking
Jacobs, (2002) has warned that contact centres need to see their agents differently if 
they’re to offer better customer service. Criticising the over emphasis on 
benchmarking and productivity measures in call/contact centres he says:
“benchmarking masquerading as best practice has peddled the assumption that 
standards were absolutes and could be applied to any call centre.”
He continues,
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“staff are treated like call producing automatons rather than highly important 
customer facing staff’.
Jacobs believes
“benchmarking needs to be coupled with context and an understanding that 
best practice is about more than just numbers; it is about approach, attitude 
and process too,” (2002: p27).
Jacobs is an advocate of analysing call and contacts by type to create a framework to 
understand the value of the call to the customer and value of the call to the 
organisation. Parry at Fujitsu who undertook a call audit identified four types of 
demand. These were defined as:
• failure demand — the result of a process going wrong somewhere else in 
the organisation.
• value demand - adding value to the customer and the business by 
providing service and resolving problems
• Opportunity demand - presenting an opportunity for future revenue 
creation
• Institutionalised demand - the result of current processes that are designed 
to suit the company, rather than the customer, (Jacobs 2002: p27).
Party’s framework has similarities with the work of Seddon (2002). Seddon (2002) 
maintains that because call centres are designed on mass production principles there 
are two flaws in their design and management. These are: ignorance of the nature of 
demand, i.e. treating all calls as ‘units of work’ rather than differentiating ‘value 
demand’ described as “things we are here to do for the customer” and ‘failure 
demand’ described as “calls the customer has to make because the organisation has 
not done something or has not done something right for the customer,” (2002 p2). 
Seddon (2002) is highly critical of the argument that people in call centres are well 
trained and well cared for. He says:
“call centres are still treated as factories, and their staff as a production 
resource.”
He continues:
“it is an uncritically inherited assumption of factory thinking that people are 
the primary cause of poor performance rather than the system in which they 
work.
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He acknowledges
“they (agents) determine the nature of the customer’s experience with the
organisation”
and
“there are many organisations that proclaim ‘customer centric brands’ but 
who give their customers an experience that is anything other than focused on 
customer needs,” (2002: pi).
Seddon (2003) maintains current approaches to people management in call centres 
ignore causes of variation in performance. He believes managers need to know 
whether variation in performance is attributable to agents or the system. Seddon
(2003) states:
“To hold the worker accountable for their performance when in fact their 
performance is governed by the system causes stress. Because their managers 
hold them accountable for the work they do, service centre workers often 
believe, as their managers do, that they are accountable for performance. 
When they have a bad day they leave work feeling guilty and ashamed The 
organisation has conditioned them to the prevailing philosophy; any agent 
who questions the philosophy is labelled as difficult or making excuses,” 
(2003: p36).
2.1.14 Target setting in call centres
Target setting and its effect on employees has been the subject of much debate.
Bain et al (2002) argue
“ the practice of target-setting is the key factor in understanding the growing 
evidence of both fundamental managerial dilemmas and the high levels of 
employee dissatisfaction. At the core of these problems lies management’s 
desire to set targets to measure not only the ‘hard’ quantitative aspects of 
employees’ tasks, but also to exert more control and direction over the 
performance of those ‘soft’ qualitative areas of employee-customer inter­
action” (2002: p i72).
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Seddon (2003)says:
“the whole idea of targets is flawed. Their use in a hierarchical system engages 
peoples’ ingenuity in managing the numbers instead of improving their 
methods. Peoples’ attention turns to being seen to meet the targets - fulfilling 
the bureaucratic requirements of reporting that which they have become a 
‘accountable’ for at the expense of achieving the organisation’s purpose. All 
this effort constitutes and causes waste -  inefficiency, poor service and, worst 
of all, low morale”, (2003: p79).
Examples of this could include: agents closing a call before the customer is finished, 
and sometimes before the customer has started; telling customers to call back, 
rerouting difficult calls, avoiding missing work targets or standards. Seddon (2003) 
believes knowing that they do these things to survive exacerbates their feelings of 
demoralisation and that the human costs of demoralisation are incalculable. The 
obvious costs are recruitment and training as these conditions create higher turnover 
of staff. But the real costs are higher -  poor service and high costs are associated with 
customer dissatisfaction and staff dissatisfaction.
Alferoff and Knights (2003) state
“many, if not most call centres are work intensive environments where work is 
repetitive and unrewarding for the heavily controlled individual. They can be 
places where too strict an adherence to statistical performance evaluation can 
have the consequence of de-motivating staff. To avert this problem, call 
centres often use competitions as incentives to motivate and reward high 
performing staff, (Collinson Grant Consultants 1999; Knights and Odhih 
1999). These can include the use of posters, streamers, and balloons. They 
found ambiguity in the messages carried by artefacts that seek to camouflage 
the heavy- duty control and pressure of work by associating it with such non­
work activities as parties, games and even the carnival”. 2003: p71).
They concluded management sought to appropriate aesthetics for their own purposes 
of increasing productivity and controlling staff, however compliance by staff may or 
may not be forthcoming. The effects of presenting the goals of the organisation in 
ways that are inconsistent with the meanings placed upon them by individual
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employees may result in a loss of legitimacy for the organisation and its management 
as individuals seek to define themselves in an aesthetic way that is incompatible with 
the demand for rigid conformity to standard procedures.
Alferoff et al (2003) define this as
“a kind of ‘Macdonaldization’ (Ritzer 1997) of call centre work. Staff 
resistance was due to work intensification and demands to workers to conform 
to standardised practices and what they perceived as stereotyped images of 
themselves. Alferoff et al (2003) concede that it is not clear if aesthetic 
artefacts and games deflected this resistance and admit it is ‘impossible to 
know what might have happened in the absence of management’s attempts to 
soften the controls through such means’ (2003: p 91).
Further investigation may be beneficial in this area as ‘theme days’ competitions and 
the use of aesthetic artefacts are commonplace throughout the call centre industry.
2.1.15 Customer satisfaction
Customer satisfaction is now judged as a primary measure of the agents’ performance. 
Research into operational determinants of caller satisfaction in the call centre by 
Fienberg et al (2000) suggests that the most important metrics may be
“around resolving the (customer) problem/answering the question and making 
certain they get through the first time, ” (2000: pl40). Their empirical 
assessment of the relationship between caller satisfaction and critical variables 
does not acknowledge the agent’s impact upon the customer, except to say 
“very busy centres may suffer in their ability to satisfy the caller, agents will 
be rushed”.
And,
“higher (staff) turnover means lower likelihood of trained and effective agents 
and therefore less caller satisfaction,” (2000: p i34).
However, they concur there is a requirement for more research into reliable and valid 
predictors of caller satisfaction.
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Frenkel and Donoghue, (1996) believe that as role of call centres has shifted from 
simple inquiry process to customer relationship management this has placed greater 
emphasis upon the agent dealing with the customer to be responsive and receptive to 
their customers’ needs and skilful in their communication. De-motivated and stressed- 
out staff are less capable of sensitive and responsive interaction with the customer.
Changes in consumers’ lifestyles and expectations may be driving changes in working 
conditions. In 2000, Income Data Services stated “just over one third of the survey 
(37%), operated on a 24-hour seven-day basis”. (2000: p7).
This figure was 36%, one-third of the survey by 2001 (2001: p9), and 30%, a third of 
the survey in 2002. By 2004 IDS reported almost a quarter of organisations operated 
their call centres over 24 hours, seven days. (2004: p77). Further research is required 
to establish the significance of this trend, which appears to be decreasing. In 2005,
IDS (2005) did not report on these figures. According to the Merchants (2005) 
benchmarking report 27.1% of UK call centres are open on a 24-hour seven-day basis, 
(2005: pl78).
In my experience as a call centre worker, customers have both an explicit purpose for 
any communication with a call/contact centre agent plus unconscious social 
expectations and emotional needs they seek to have fulfilled. This means the work of 
a call/contact agent consists of identifying and fulfilling the customer’s explicit 
requirement by giving appropriate product or company information, managing the 
process of the transaction (whether it be sales or service orientated) and entering the 
data in to the computer. In addition they are increasingly expected to deploy highly 
developed communication and interpersonal skills to address the implicit, often 
unspoken customer needs.
From the literature, the manner in which employees express their feelings towards 
customers can have an important effect on the perceived quality of that service 
transaction, (Peccei and Rosenthal 1997). Belt, Richardson and Webster (1999) report 
“call centre staff embody the “personality of the firm to the customer over the 
telephone” (1999: p 18).
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Barlow (2000) says:
“as customers we want the experience that whoever is serving us has a laser­
like focus on us, and that our concerns and needs are all that matter. It’s an 
irrational, perhaps even a totally unrealistic need, but then so are many of the 
emotional needs that drive us” (2000: p200).
Burger et al (2000) say
“Interaction by telephone restricts the evaluation of the service delivery to such an 
extent that consumers will have to base their perceptions solely on the interpersonal 
traits of the contact employee” (2000: p i43). Conducting a study in the Netherlands 
they have categorised customer expectations with regard to employee behaviour 
during voice-to-voice encounters, constructing a model consisting of four different 
sub-scales. These were labelled: ‘adaptiveness’, ‘assurance’, ‘empathy’, and 
‘authority’. On communication style they cite Parasuraman et al (1985) who says
“This may mean that the call centre representatives (CCRs) sometimes have to 
adjust the language for different customers, for example increasing the level of 
sophistication with a well-experienced customer and speaking simply and 
plainly with a novice ( 1985).
Schlesinger and Heskett (1991) state
“the more technology becomes a standard part of the delivery service, the 
more important personal interactions are in satisfying customers and in 
differentiating competitors” (1991: p?4).
Frenkel et al (1998) define the social skills identified in recruitment and selection for 
customer related work as:
“the ability to remain calm under pressure... having a friendly, positive and 
tactful attitude... active listening...(and) being patient and empathetic... 
particularly when customers are upset,’ (1998: p963).
Hochschild (1983) calls this ‘emotional labour’ defining it as where one is required to 
“induce or suppress feeling in order to sustain the outward countenance that 
produces the proper state of mind in others... calls for a co-ordination of mind 
and feeling” (1983: p7).
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Knights and McCabe (1998) emphasise
‘the contradictory position in which staff are placed, being tasked as they are, 
with providing a high quality customer service while management limit their 
ability through work intensification to provide such a service” ( 1998 : p 182). 
They warn, “by placing too much emphasis on quantity and keeping staffing 
levels to a minimum, management may directly undermine customer service”. 
They continue: “it is ironical, however, that concern with customers does not 
seem to be matched with an equal concern with employees, but perhaps the 
greatest irony is that the two are seen as distinct” (1998: p 188).
It was the researcher’s experience that many call centres were proud of 
achieving the ‘Investor in People’ accreditation, however this attainment is not 
necessarily reflected in the day-to-day work experience of employees.
2.1.16 Staff turnover
The Income Data Services (1999) survey (IDS), reported an average annual staff 
turnover of 18%. This increased to 20% in 2000 (IDS 2000), 22% in 2001 (IDS 
2001), 24.5% in 2002 (IDS 2002), 25% in 2004, (IDS 2004). By 2008 it had fallen to 
23% (IDS 2008) and in 2009 was down to 19% (IDS 2009). A key finding from IDS 
in 2009 was the effect of market conditions upon employees, in particular, the 
recession contributing to employees staying in their jobs (IDS 2009: p47).
In 2002 IDS surveyed approximately a quarter of the call centre workforce in the UK. 
They found larger call centres, (150 plus employees) were more than twice as likely 
as smaller ones to report problems with staff retention. Average length of service in 
the UK was two years (IDS, 2002: p. 4), which remained consistent through 2004 
according to IDS (2004: p5). Merchants Limited (1999) also noted that UK contact 
centres fall behind other offshore centres. In The Global Benchmarking Merchants 
Report (1999) a decline in average length of service from 29.3 (1998) months to 27 
months. However, in 2005, a movement towards longer staff retention is apparent 
with Merchants reporting 29 months in 2003 and 33 months for the average length of 
service in 2004. (2005: p218).
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Merchants 2005 Benchmarking Report stated:
“agent attrition remains a key issue for contact centres. It is therefore 
perplexing that less than 50% of contact centres have a staff retention strategy 
actively in place. The Asia Pacific region seems to have addressed this more 
meticulously with 67% of centres endeavouring to curb attrition through 
specific focus on retention” (2005: p217).
Interestingly, IDS (2009) report that the average length of service is now 3.6 years for 
frontline service staff (2009: p48) an increase from 2.6 years in 2008 (IDS: 2008 pi 1).
2.1.17 Recruitment
In the UK, an employer’s view on contact centres comes from Thus (2001), a 
provider of voice, data, internet and interactive services state in their research. They 
say:
“graduates make up at least half the workforce in a third of call centres and 
some appear to see the work as a good way into the business world”.
They add:
“On average graduates stay for more than a year and that 17% of those 
surveyed said that fluency in at least one foreign language was essential for 
their job, while 40% said that a technical understanding was the most 
important skill for their position” (2001 : p6).
Shellabear (2002 a) published elsewhere says,
“Often graduates are recruited by blue chip multinational companies directly 
from university with no concept of practically what a customer facing 
call/contact centre will involve. Job descriptions may be presented in an 
aspirational way, by well-intentioned managers or HR personnel leading to 
unrealistic staff expectations. When these are unfulfilled discontent and 
scepticism emerges. The reinforcement of negative personal experiences and 
stories related by longer serving members scepticism could easily develop into 
cynicism. These feelings are accentuated when mission statements and 
promotional material for customers all espouse high values and management 
presence and communication is poor” (2002: p i05).
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2.1.18 Human Resource Practices
Deery et al (2003) point out that variations in human resource practices may take 
place within a single organisation as a result of product market segmentation; a 
practice used to identify customers with different market characteristics. They cite 
Batt (2000: p 543) where this approach ‘allows companies to match the demand 
characteristics and potential value of the customer to the characteristics of the 
workforce and to human resource systems that shape the customer-worker interface’. 
Her research found clear evidence of a matching of market segment and human 
resource strategies amongst telecommunication companies in the United States. Deery 
et al (2003) say
‘Employees servicing high-value customers were managed quite differently 
from those dealing with low-value customers in terms of the number and 
length of calls, the extent to which their work was controlled and monitored, 
the skills required to do the job, and the amount of discretion they could 
exercise”(2003 :p8).
Wallace (2000), in a multiple case analysis of call centres in Australia argues that 
making the typical compromises required to balance competing objectives of 
efficiency and service has been avoided by some call centres who consciously pursue 
a “sacrificial HR policy” (2000). This involves
“the deliberate, frequent replacement of employees in order to provide 
enthusiastic, motivated customer service at low cost to the organisation” (2000 
pi). Centres pursuing this sacrificial HR strategy, “willingly accept high levels 
of stress and emotional burnout of the front-line staff, accompanied by high 
turnover.” (2000 pi).
From a business perspective, the cost of recruiting and retraining staff may make this 
an ineffective long-term working practice for major call/contact centres. As stated, 
Shellabear (2002 b) in Croner’s Team Leader Briefing, this strategy relies on a large 
source of labour from which to recruit new staff. It also may assume staff only stay in 
a customer facing position for a short period and that technology can replace much of 
the skill held within the agent. These assumptions are not necessarily valid in multiple
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purchases, high value transaction environments. Nor are they operable in call/contact 
centre environments where agents are responsible for long-term contact and 
maintenance of a relationship with the customer, (2002: p4).
Batt (2002) explored the relationship between human resource practices, employee 
quit rates, and organisational performance in the service sector. Using a representative 
sample of call centres, multivariate analyses showed that quit rates were lower and 
sales growth was higher in establishments that emphasised high skills, employee 
participation in decision making and in teams and human resource incentives such as 
high relative pay and employment security, (2002: p587).
Baker (2002) says:
“part of the problem is that call centre work naturally attracts people who are 
looking for short-term engagements. He quotes Thomas, managing director of 
Convergys, which operates 45 call centres in Europe, the Middle East, Africa, 
and Asia, who says many of his staff prefer the flexibility of short contracts. A 
call centre can offer people a structured environment for six to twelve 
months.”
He continues:
“We have a lot of students working for us, for example, and mothers returning 
to work. It is a good role for people who otherwise would not feel confident 
applying for an office job” (2002 pi).
There may be benefits to the individual in short-term employment but it is important 
to acknowledge that staff on short-term contracts can be dismissed with reduced 
financial penalties for the employer.
Hills (2001) of the Call Centre College, a UK training organisation, believes pay 
scales have relatively little effect on a call centre agent’s decision to stay or leave 
their job. Their study found that less than 7% of respondents mentioned pay levels as 
a factor in staying at their post. The survey identified four distinctive groups related to 
career expectations defined as:
“1. The careerist (28% of respondents) wanted long-term prospects and 
valued promotion and training opportunities. 2. The passer through (22% of
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respondents) looked for short-term contracts, together with competitive pay 
structure and effective training. 3. The foot soldier (30% of respondents) 
required long-term commitment and strong leadership. 4. The bill payer 
(20% of respondents) was motivated by financial need” Hills (2001: pi).
2. 2 Management practices and agents’ relationship with 
management, including supervisory staff. 
2.2.1 Monitoring and surveillance
Croner’s (2003) says:
"the way a member of staff is managed makes a direct impact on the 
performance of both the individual and the team to which they belong. Good 
staff management enhances motivation, enthusiasm, communication, 
performance and teamwork”.
In contrast to much of the academic research Baker (2002) in The Financial Times 
says:
"call centres may not be the sweatshops they were once made out to be”.
He adds:
“the Health and Safety Executive, a government body, found the call centre 
industry’s Dickensian image was largely unfounded. However, it warned of 
the dangers to call centre workers from infrequent breaks and dealing with 
abusive callers” (2002: pi).
The Health and Safety Executive’s (2001) research found that half of those studied 
had their performance monitored electronically all the time. About four out of five are 
monitored by duration of calls and the time lags between them. Over half of the 
interviewed call handlers hot desk and most - seven out of ten - think the targets set 
for their work are achievable, (H.S.E. Press Release Dec 2001).
Social commentators and academics have frequently discussed the degree of 
monitoring and surveillance available to managers of workers in call/contact centres. 
The integration of telephone and computer technology has defined the agent’s work
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process and enabled extensive call, time and work monitoring. The nineteenth century 
prison surveillance system ‘the Panopticon’, designed by Jeremy Bentham and 
adapted by Foucault was described by Femie and Metcalf (1997), as: “truly the vision 
of the future for call centres”.
The Panopticon enabled prison guards to see prisoners at all times during their 
confinement. Femie and Metcalf (1997) continue,
“the tyranny of the assembly line is but a Sunday school picnic compared with 
the control that management can exercise in computer telephony” (1997: p 3). 
They continue, “the agents are constantly visible and the supervisor’s power 
has indeed been ‘rendered perfect’ via the computer monitoring screen - and 
therefore its actual use is unnecessary” (1998: p9).
Bain and Taylor (2000) provide a critique of Femie and Metcalfs (1998) perspective 
described above. They make the point that
“the Foucauldian framework is inherently flawed as a way of explaining 
workplace relations, since the factory or office are not simply ‘paler versions 
of canceral institutions’. (2000; p 4)
They continue,
“The organisation of the labour process reflects the very nature of the 
employment relationship under capitalism and cannot simply be treated as a 
‘site of disciplinary power’ (2000 p: 5).
Drawing on evidence from a study at a Telecommunications call centre they argue, “it 
is false and simplistic... and ignores the complexities of the employment relationship 
and the labour process’
They continue:
“ they (Fernie and Metcalf) have committed an equally serious error in 
underestimating, even eliminating, the potential for, and actuality of worker 
resistance” (2000: p3).
They go on to critique Femie and Metcalfs (1998) work on an number of accounts 
including: that it is a study of payment systems, not call centres, lack of evidence of 
electronic monitoring found at call centres in Bain and Taylor’s (2000) research, lack 
of evidence from a worker perspective in Femie and M etcalfs research, making their 
perspective uncritically managerial in character, lack of case study representativeness,
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and the comparison with past assembly line conditions which they show to be 
problematic (after Benyon 1984, 33-47)
Knights and Odih (2002) conducted ethnographic research in a UK financial services 
call centre where customer service was found to be
“a deeply embedded value that strongly defined the meanings, reality and 
sense of self-identity of customer advisers (2002: pl55).
Deery et al (2003) say:
“most organisations have sought to instil values of good customer service in 
their staff by way of cultural or normative control” (2003: p6).
Leidner (1993: p37) describes this as
‘transforming workers’ characters and personalities’
Deery et al (2003) continue: “The aim is to develop an internalised commitment to 
quality service. This may be done through induction, training, and performance 
appraisals” (2003: p6). Korczynski et al (2000: p676) have noted the way in which 
induction and training are used to promote self-control through an identification with 
customers, as well as active ‘self as customer orientation’ They go on to show how 
this form of control can be used as a means of obtaining acceptance of management’s 
measurement and monitoring systems. For example, employees are told in training 
sessions that ‘call monitoring’ is merely created to achieve a shared objective: 
customer satisfaction and good service.
Knights and Odih (2002) report on the role of Senior Customer Advisers in the call 
centre and the role they play in Quality Assurance (QA) and the quality checking of 
newly qualified advisers. (2002: p 155). New starters could decide whether or not to 
be told when their performance mangers were listening in to their calls to assess 
quality. Those that opted not to be told inadvertently extended the realms of 
regulation to any time within the performance review. Knights and Odih make the 
point that:
“through identification with the idea of quality inscribed in organization 
culture, ideology and practice, employees contribute to the intense forms of 
surveillance that serve to regulate their conduct. (2002: p i56).
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Knights and Odih’s (2002) findings support Korcynski’s (2000) in that subjective 
identification with organizational commitments to quality, customer service and the 
brand appear to cause ‘muted resistance’ and/or resigned accommodation to work 
intensification. (2002: p 160). They see “organizational imagery, branding, service 
ideology and work as the conditions and consequences of staff members’ self­
subjugation (2002: p i60).
However, many researchers have demonstrated that for call centre agents monitoring 
is not a primary source of concern, (Taylor and Bain, 1999, Cameron, 2000, Booth, 
1999 Belt et al 1999).
This supports my experience as a training consultant that whilst staff may be aware 
their calls can be listened into and recorded, this in itself is not sufficient to give 
managers the control over productivity that Korczynski et al (2000) and Femie and 
Metcalf (1997) suggest occurs, although this is not to discount that the will to control 
by management may be present. Both Korczynski et al (2000) and Femie and 
Metcalfs (1997) argument may also discount staffs disinterest and active 
participation to meet productivity standards as well as resistance/sabotage to 
perceived unacceptable working conditions. This is an area that requires further 
research.
Frenkel et al (1995) discussing ‘info-normative’ control by management describe how
technology can be used as
“less a means of dictating control (by machine pacing) than a means by which 
management are able to set and encourage worker commitment to achieve 
performance standards.” (1995: p787)
They continue:
“this is made possible by automatic generation of performance data (such as 
the number and duration of service transactions) and analyses (for example, 
average duration by type of transaction), including customer-based metrics 
obtained from surveys and ‘mystery shoppers’ (see Fuller and Smith 1991). 
Normative influence is exercised by the ‘objective’ nature of the data, the 
inclusion of customers as a reference point and the way such data are used to
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promote team competitions, in contrast to managers’ subjective assessment of 
worker performance. Communicating performance to employees in the form 
of graphs and summary data, for example by presentation on workplace 
bulletin boards or through electronic mail, tends to legitimise performance 
standards” (1995: p787).
Frenkel et al (1995) state:
“factors which militate against securing worker commitment to performance 
norms by ‘info-normative’ control vary between different kinds of worker and 
are bound up with the distribution of power in organisations. Limited worker 
control over strategic management decisions (for example, takeovers, radical 
restructuring) induces feelings of insecurity and cynicism. Management may 
deliberately or, more likely, inadvertently fail to satisfy worker expectations 
regarding work and employment conditions. Thus, if used to control workers 
directly, electronic performance monitoring and customer feedback data will 
tend to undermine trust, and increase worker stress and opposition” (after 
Carayon 1993; Kidwell and Bennett 1994; Valias 1993: 159-160). Further 
research regarding the forms of employee participation are suggested by 
Frenkel et al. (1995: p789).
Zweig et al (2007) in their recent research on supervisory violations of electronic 
monitoring practices found procedural justice violations originating from the 
supervisor (vs. formal organisational policy) led to lower perceptions of fairness and 
satisfaction with monitoring.
“Receiving information about monitoring policies from the organisation or 
the supervisor can lead to different perceptions of fairness and satisfaction 
with monitoring. When participants were told that the supervisor would not 
permit appeals of decisions, perceptions of fairness were lower and 
participants were less satisfied with monitoring compared to participants who 
received information about appeals via formal organisational policies. Also if 
the supervisor acts as the agent of the organisation in communicating 
monitoring policies, unfair practices might not only convey that decision­
making procedures are unfair, but also that employees are not valued by the 
organisation (p240: 2007).
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Reading criticism of both factories and call centres is the frequent, sometimes implicit 
suggestion that managers and supervisors are willing perpetrators of social injustice 
and control. For example, Beynon (1984) discussing the study at Ford’s factory 
describes differences between skilled an unskilled workers that highlight social 
inequality and the power of the supervisor. He says:
The skilled worker already has a freedom. A freedom, which finds its 
expression in a dignity, which printers and other skilled men derive from their 
work. By contrast the steward on the assembly line deals only in the physical 
presence of his members on the line. They may be able to affect quality 
slightly, here and there, but basically they either do the job or they don’t” 
(1984: pl87).
Whilst this may be how they are experienced by some staff I have often found that 
managers and supervisors believe themselves to be subject to the control of the 
organisation and labour process within which they work.
Shellabear (1999) published elsewhere, says
“Invariably it is the perceived deliverers of frontline customer service who 
take the blame... cries of: ‘you just can’t get good people anymore4, can often 
mask management’s own involvement in an organisational predicament that 
they both perpetuate and are victims o f’ (1999: p20).
The managers’ subjective experience within the call/contact centre industry is 
explored by Houlihan, (2001). In an ethnographic study of an insurance centre and 
contrasting five case studies of “inbound” call centres in the UK, she says:
“like the agents they supervise managers are involved in a coping project”
(2001: p. 1).
Their stories describe ‘working the system’, ‘balancing staffing levels and 
productivity targets’, ‘feeling isolated through inter-team and inter-departmental 
competition’, ‘feeling demotivated and having to hide one’s feelings’, ‘being a 
representative of management that have repeatedly broken promises to agents’,
92
‘fighting for the company and fighting for the staff, ‘reconciling conflicting 
emotions” (2001: p9).
Korczynski et al (1996) examines job content and frontline worker’s relations with the 
immediate supervisor. Research is presented from three financial service firms, one 
based in Japan and two in Australia. At Japan they found frustration amongst workers 
at the lack of support from management in being given enough economic knowledge 
to deepen their knowledge (1996: p 76).
Regarding the Aus INS and AusFIN, Korczynski et al (1996) state: “the performance 
data were not used by management simply in a ‘direct control’ (Friedman 1977) 
manner, but to gain the (normative) commitment of employees to performance 
standards relating to the data. Part of the performance appraisal system involved the 
employee and the supervisor setting a wide range of performance targets. This 
involved the implicit and, sometimes, explicit acknowledgment of the employee of 
the fairness of the targets, thus invoking a normative commitment to them. In Japan, 
no such attempts were made”. (1996: p 80). No explanation is given as to why Japan 
did not employ the same methods. Other attempts to create a normative commitment 
among the workforce include ‘the customer as boss’ particularly in training and the 
use of participation to generate ‘ownership’ as management called it, of the work 
processes.
Korczynski et al (1996) continue:
“The introduction of the customer into the work process, thus creating a 
triangle of key relationships (Leidner, 1993), can have the effect of reducing 
the imagery of labour-management conflict (Fuller and Smith, 1991). A clear 
example of its use existed in Japan where new recruits were asked to listen to 
tapes of their own calls and analyse the situation from the point of view of the 
customer. Management can arrange the work process so that an internalised 
norm of customer commitment will lead to considerable self-regulation by 
labour” (1996: p 80).
We are told.
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“At Aus INS, the supervisors’ formal job description emphasised the 
facilitation of learning. At AusFIN, most supervisors were newly recruited and 
not yet experts in contextual knowledge “ (1996: p82).
They received low ratings in the survey as a source of learning. The supervisors and 
management in interview, however, stressed the need to develop the training/coaching 
aspect of the role (1996: p82).
In my experience as a consultant, the supervisor taking on the role of coach can often 
be problematic with coaching coming at the bottom of the supervisor’s priorities. The 
potentially conflicting role of coach and supervisor may also be an issue.
Bain and Taylor (2003) say:
“ In many call centres, non fulfilment of individual targets by employees leads 
to disciplinary action” and “ widespread and systematic monitoring provides 
the statistical evidence for the exercise of these disciplinary measures (2003: 
p55)
There may be other reasons for the lack of coaching by supervisors including 
attending to other operational pressures in the business (such as reporting, managing 
sickness, lateness, organising rotas, etc) and the supervisor’s lack of training or 
proficiency in that aspect of their role.
The supervisor relationship is particularly important to the frontline call centre 
workers as they play a key role in assessing performance and disseminating company 
information. This is heightened in call centres such as the ones described by 
Korcznski et al (1996) where organisational and physical barriers prevented agents 
learning from peers. Data from the three sites showed a strong managerial policy of 
emphasising the supervisor as the source of learning. Korcznski et al (1996) consider 
that
“ where control involves more self regulation by labour under info-normative 
control, the role of the supervisor changes from a disciplinarian to a 
hierarchical -model teacher, facilitating the surface learning of contextual 
knowledge and directly coaching social skills. It is not clear however the 
degree to which staff have internalised the ‘info-normative controls’ suggested
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by Korcznski (1996) and the authors acknowledge that further research is 
warranted.
Kinnie et all (2000) argue that HR practices that encourage high management 
commitment are needed in a highly controlled and measured work environment. They 
say:
“call centres exhibit fascinating contrasts between satisfying customer need 
and motivating employees, between intensive surveillance systems and 
normative, fun activities, and between the demands of the product market and 
the pressures of the labour market.”
Among their findings from the case study of two major call centres in the UK, (the 
RAC and Banco in 1997) was:
“that managers, at different paces, were seeking in a variety of ways to offset 
some of the more negative, de-motivating aspects of the call centre working 
environment by making them more ‘fun’ and secure places to work using high 
commitment HR practices” (2000: p981).
These practices included: employees being encouraged to take responsibility for their 
own performance, and that of their teams. Staff invited to contribute new ideas for 
improvements. Pay systems changed to reward high performers and short-term 
incentives designed. Individual performance, attitudes and behaviour was shaped and 
managed through teams that also served to provide a social dimension at work and 
occasionally outside of it. Careful recruitment and selection practices were carried out 
as was extensive training and development including provision of personal coaches. A 
career structure, of sorts, was designed and improvements to working conditions 
sought.
From my own work experience in call/contact centres I mantain that an examination 
of values and working practices must be conducted at the most senior levels if a 
context for people to work within where they experience enhanced self worth is to be 
created and sustained.
Cromer, (1998), says:
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“too often call centres resemble battery farms where line after line of 
employees are force-fed a continuous stream of (incoming) calls”.
He continues:
“Automated call distributor (ACD) data are used as a stick to beat people with 
and supervisory style is more akin to that of a kindergarten. Is it any surprise 
that employees become disillusioned and leave?”
He defines four areas that contribute to a “free range environment”. Summarised these 
are: job design - incorporating flexible working patterns and hours; creating 
communities - sharing commitment to customer service and each other as well as 
serving specific customer segments; staff involvement -  encouraging ideas and 
utilising a situational management style; recognition - ensuring staff know they and 
their contribution are valued.
The above studies demonstrate the diversity of images of the call/contact centre. 
Frenkel et al (1998, 1999) suggested two forms, the bureaucratic and the empowered 
worker model. Houlihan’s (2001) paper reinforces this finding with two extremes:
“the emphasis on control and a classically chaotic and intensive management 
regime and an atypically humanistic call centre environment” (2001: p3).
Frenkel et al (1998, 1999) suggest a combination of the two models of organising 
bringing forth
“standardisation and flexibility... a “best of breeds” in how the work is carried 
out which will be more successful than the current normative model which is 
defined by Houlihan (2001) as having “tasks that are tightly prescribed, 
routinised, scripted and monitored” (2001: pi).
These research findings from the literature have been validated by more recent 
studies. Holman’s (2004) study of call centre work and worker well being supports 
Houlihan’s (2001) earlier research. He states:
“job control should be maximised and practices such as insisting that calls are 
handled within an exact time and excessive call scripting should be resisted. 
Job demands and role breadth should be such that they provide a challenging
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environment and one in which the C.S.R has a variety of tasks to do. Levels of 
monitoring should be minimized and there is a need to develop effective 
performance appraisal and training” (2004: p240).
Deery et al (2004) point out the benefits to workers, saying:
“ job satisfaction amongst call centre workers was found to be associated with 
less intrusive and punitive monitoring and with more supportive team leaders” 
(2004: p 206).
They continue: “ Job satisfaction is also related to psychological well being. 
Individuals who do not enjoy their jobs are more likely to feel anxious and experience 
stress. In the context of interactive service work they are also more likely to become 
emotionally exhausted, a core component of job burnout, (2004: p 206).
2.3 The researcher’s values and bias
I offer my professional bias from the presupposition that it will enable the reader to 
know ‘where I am coming from’; the lens through which this study was undertaken 
and how the data collection and analysis process was addressed.
Silverman (2000) says “prejudices are properly relevant to research if they can help us 
to establish a clear set of criteria through which to evaluate our own and other’s 
work” (2000: p283). Stake (1995) states: “Research is not helped by making it appear 
value free. It is better to give the reader a good look at the researcher” (1995: p94).
I am aware that I carry into this research the view that organisational life offers 
opportunities to meet the needs of an individual as they change and develop in their 
role at work. This view has been influenced by my own work experiences throughout 
my career and in particular working within a company providing call centre services. 
This is not to state that I have always experienced my own needs being met, however, 
in retrospect I regard each as having been the source of rich experience. I believe that 
my work experiences may be non-typical of the majority of people working in call 
and contact centres and so I am aware of the need to rigorously examine 
presuppositions and assumptions as part of the research process.
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I worked with what was to become a major call centre consultancy for 18 years prior 
to leaving and establishing my own training and development practice. The call centre 
and consultancy business which employed me attempted to build itself upon 
humanistic principles. Humanism is a viewpoint that respects the individuals 
subjective experience and trusts in the capacity of the individual to make positive and 
constructive conscious choices. It emphasises concepts such as freedom, choice, 
values, personal responsibility, autonomy, purpose and meaning (after Corey 1996).
Rowan (1995) states:
"most of what is valuable in management theory today comes from 
humanistic psychology. In the comprehensive list of management 
development methods compiled by Huczynski (1983) over 40 per cent 
of them come out of humanistic psychology” (1995: p 121).
Well-reported industrial applications include Beckhard (1969), Blake et al 
(1970) and Lawrence and Lorsch (1969). The espoused humanistic emphasis 
and focus on individual intentionality, defined as the mental state of aiming 
consciously towards a desired outcome, after Brentano et al (1995) by the 
organisation shaped many of my beliefs and values which I found helpful in 
assisting call and contact centre workers to work in their roles.
According to Strauss and Corbin (1998) researchers are a product of their culture, the 
times in which they live, gender, experience and training (1998: p97). If, as Strauss 
and Corbin (1998) suggest, many of these beliefs, biases and assumptions are 
unconscious it is probably not possible to be completely free of them in undertaking 
an objective analysis. However, to state my professional bias and to a degree ‘bracket 
it o ff after Reason (1988: p58) by making a conscious acknowledgement of them was 
a useful first step in raising my awareness of their existence and increasing sensitivity 
to the data.
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2.4 Conclusion
The literature review has illustrated how complex the subject of the organisational 
context within the call/contact centre is. The differing views, findings and conclusions 
of researchers reinforce the existence of a wide range of practice and opinion. This 
realisation reinforced my decision to select an inquiry methodology that could include 
apparent contradictions and paradox. Whilst other approaches and methodologies, 
such as ethnology could have done the same, I believe the choice of case study 
method within which I used a modified form of grounded theory for in-depth analysis 
is appropriate to the nature of this study. I explain this method in the following 
chapter.
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Chapter Three: The Research Methodology
3. Introduction
In this chapter a brief overview of the interpretive paradigm is discussed with an 
explanation and justification for the research approach, that is, the relevant aspects of 
ontology, epistemology and the methodology employed. This chapter demonstrates 
that the methods used for the research are congruent within the chosen paradigm.
The chosen methodology began as Case Study, with the use of a modified form of 
Grounded Theory to provide additional in-depth analysis. The incorporation of a 
Grounded Theory mode of analysis was selected as it best illustrated the place of the 
voices of the participants; and my tentative theory derived from the analysis.
3.1. Overview of existing social science research approaches.
Most social science research falls into one of two paradigms or worldviews. My use 
of the term ‘paradigm’ is discussed and defined within Chapter one section 1.3 and 
could be summarised as “a basic set of beliefs that guide action” (after Guba & 
Lincoln (2000: p 19).
Each paradigm encompasses a corresponding axiology, epistemology, ontology and 
methodology. The two paradigms are conventional, also known as the positivist or 
scientific paradigm and the constructivist also referred to as the, hermeneutic, 
interpretative or naturalistic paradigm.
Central to these paradigms are the four basic questions philosophers have struggled to 
find answers to (Guba and Lincoln (2000: p i57).
1. How will I be as a moral person in the world? Axiology being the study of 
ethics, values and the moral stance toward the world and the self as researcher.
2. What is there that can be known, or what is the nature of reality? Ontology 
being the branch of philosophy concerned with issues of existence or being, 
the ontological question.
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3. What is the relationship of the knower to the known (or the knowable)? The 
epistemological question. Epistemology is the branch of philosophy dealing 
with the origin, nature, and limits of human knowledge.
3. What are the ways of finding out knowledge? The methodological question. 
Methodology is the branch of philosophy dealing with how methods work, the 
systems and rules for the conduct of an inquiry.
3.2 The rationale for choosing a Constructivist paradigm and 
methodology
As stated in section 1.1 the main research question was:
• What are the attitudes and perceptions of people working in a call centre? 
And in section 1.2 the subsidiary questions were stated as:
• How did staff understand and identify with the espoused mission, objectives 
and values of their organisation
• What were the feelings and tensions related to salary, job satisfaction and 
motivation as perceived by employees?
• How were recruitment, training, line management supervision and support 
provided by the organisation perceived by workers?
• How did employees perceive their feelings might be related to the service the 
customer received?
• What changes would employees make to improve service to customers?
• What changes would employees like to see or make in their working 
environment?
My aim was to illuminate and illustrate how the attitudes and perceptions of working 
in call centre manifested from the perspective of call centre workers. I chose a 
constructivist paradigm because I needed a worldview that supported a strategy 
capable of eliciting rich contextual data. As noted in Chapter one, section 1.1 greater 
amplification and inclusion of call centre worker’s voice compliments quantitative 
studies that focus on subjects pertinent to call centre working, such as theories of 
service work organisation/ call centre production models, defining service quality and
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employment relations (see among others, Dean 2002, Betts et al 2000, Pompa et al 
2000, and Batt 2000, Bittner et al 2002)
Quantitative research, based on positivist science, has tended to be the preferred 
approach for inquiring into call/contact centres. This emphasis on quantitative 
measures is not dissimilar to the nature of the call centre industry, which is largely 
driven by the need to achieve profit and measures cost imperatives predominantly in 
financial terms. (A ready example are call centre targets which often have within them 
key performance indicators (KPIs) with service level agreements (SLAs) defined for 
interfacing departments and clients which are central to the labour process.)
Statistically based research drawing from mathematical models may be helpful in 
some areas however they can be of limited use in examining the subjective nature of 
human experience.
Patton (2002) says
“the advantage of a quantitative approach is that it’s possible to measure the 
reactions of a great many people to a limited set of questions, thus facilitating 
comparison and statistical aggregation of the data. This gives a broad, 
generalizable set of findings presented succinctly and parsimoniously” (2002: 
p!4)
The design of the measurement tool, such as survey questions, are frequently selected 
on the basis of ability to predict and control variables. Once administered, in a 
prescribed, standardised procedure, sufficient iterations to a main theory could have 
been sought to be generalisable to the group studied, or if the sample size was 
considered large enough, to the population from which the sample size was drawn. 
The end product being an improved, or verified theory. This is the conventional 
approach to scientific research, also known as positivist, and carries with it a realistic 
ontology that asserts there exists a single reality that is independent of any observer’s 
interest in it and which operates to immutable natural laws many of which take cause- 
effect form.
Within the constructivist paradigm, also referred to as naturalistic and postpositivist, 
the methodology is hermeneutic /dialectic through which different constructions, and
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different concerns and issues, can be understood, critiqued, and taken into account, 
(after Guba and Lincoln 1989: p 72). As Patton (2002): states:
“It is important to understand that interpretive explanation of qualitative 
analysis does not yield knowledge in the same sense as quantitative 
explanation. The emphasis is on illumination, understanding and extrapolation 
rather than causal determination, prediction and generalization”. (2002 p424)
A combination of positivist and postpositivist approaches, combining qualitative and 
quantitative data (after Fielding & Fielding, 1984) could also have been used. For 
example, applying survey method across a wide number of research participants at a 
number of sites followed by structured interviews to a smaller number of respondents.
I acknowledge that the use of survey within a positivist paradigm can be effective in 
identifying areas for discussion with the participants. From the literature Guba and 
Lincoln (2000) support this, noting
“Are paradigms commensurable? Is it possible to blend elements of one 
paradigm into another, so that one is engaging in research that represents the 
best of both worldviews? The answer, from our perspective, has to be a 
cautious yes. This is especially so if the models (paradigms) share axiomatic 
elements that are similar, or that resonate strongly between them. (2000: p 
174).
They continue:
“ Commensurability is an issue only when researchers want to pick and choose 
among the axioms of positivist and interpretivist models, because the axioms 
are contradictory and mutually exclusive” (2000: p 174).
In this study it would have been possible to gather data by means of interviews and 
observations, (techniques traditionally associated with qualitative research methods), 
yet coding the data in a way that allowed them to be statistically analysed. Statistical 
analysis is generally favoured in a positivist design. Given the purpose of the 
research question was to understand the subjective accounts that the participants gave 
to their work issues and how they experienced and perceived enablers and constraints 
within their organisations, I sought a paradigm that was sympathetic to a method 
where a tentative hypothesis grounded in the data could emerge. Another secondary 
reason for choosing a qualitative research method, (which according to Strauss and
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Corbin (1998: p29) also has validity), was that my experience and preference as a 
researcher was to use a qualitative approach.
I chose Symbolic Interactionism as the sociological perspective (discussed in Chapter 
One, section 1.4.) for its ability to examine subjects such as the nature of social 
reality, how society works, and how the individual makes their own society through 
active interpretation, self direction, role taking, communication and alignment with 
others, (Charon 2007: p215).
Wallace and Wolf (1986) state that Symbolic Interactionism is:
“ A perspective that places primary value on subjective meaning and on process 
as opposed to structure, combined with a methodology that takes great pains to 
capture the “world of the other” as seen by the other, asks important 
sociological questions that cannot be answered by mainstream sociology...It 
therefore deserves recognition as an approach that makes important and 
distinctive contributions to sociology” (1986: p 231).
Symbolic Interactionism was helpful as a philosophical frame to understand human 
action that emphasises how people defined the world they live in and how those 
definitions influence their actions.
According to Guba and Lincoln (1989) the nature of subjective knowledge about 
social reality exists as a series of mental and social constructions derived via social 
interaction.
From the literature Denzin asserts:
“Subjective experience involves drawing on personal experience or the 
personal experience of others in an effort to form an understanding and 
interpretation of a particular phenomena. Objective knowledge assumes one 
can stand outside an experience and understand it, independent of the persons 
experiencing the phenomenon in question. Intersubjective knowing rests on 
shared experiences and the knowledge gained from having participated in a 
common experience with another person”. (Denzin 2007: 133)
This is important as within qualitative research intersubjectivity is offered as an 
alternative measure for ‘objective reality’ in conventional social science. (Lincoln & 
Guba 1985 cited in Drew (2008)
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There were other considerations which influenced my choice. As shown within 
Chapters one and two much generalisable knowledge has been established through the 
use of positivist paradigm quantitative research methods into call centres. However 
depending upon the source consulted there was considerable variation in statistics and 
opinions, one example being staff turnover rates. Contrasting findings also showed 
significant differences in viewpoint regarding definitions of service and knowledge 
work within the labour process. By engaging with the research participants through 
observation and interview, I sought to understand the opinions and behaviours of 
those working in the call centre from an early stage in the inquiry.
Qualitative in-depth interviews are usually conducted within a smaller sample size 
than quantitative studies. This can be a regarded as a limitation from a positivist 
perspective in that it raises restrictions regarding generalizability, but the depth of 
knowledge gained can be greater.
Patton (2004) continues” By contrast, (with quantitative methods) qualitative methods 
typically produce a wealth of detailed information about a much smaller number of 
people and cases” (2004: p i4).
In carrying out research the identification of beliefs, experiences and values, 
particularly those that threaten power structures with authority over the participant, 
and/or the identity or position of the participant, understandably need to be teased out 
and understood.
Denzin (1996) states:
“ Such understanding rests on an interpretative process that leads one to enter 
into the emotional life of another. Interpretation, the act of interpreting and 
making sense out of something, creates the conditions for understanding, 
which involves being able to grasp the meanings of an interpreted experience 
for another individual. Understanding is an intersubjective emotional process. 
Its goal is to build sharable understandings of the life experience of 
another.. .this is creating verisimilitude or truth-like intersubjectively sharable 
emotional feelings and cognitive understandings.” (Denzin 1996: p28).
The research paradigm therefore needed to be one that allowed the participants an 
opportunity to reflect upon, disclose, make sense of and redefine, (as they were in the
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process of being articulated), factors impacting and emanating from their relationship 
with their work environment such as hopes, fears, beliefs and values. Due to the 
nature of these subjects I expected that they might not be revealed in short, research 
inquiry friendly answers. The corresponding methodology would be chosen to allow 
analysis of their socially constructed realities, as they constructed them.
Strauss and Corbin say:
“ Qualitative methods can be used to obtain the intricate details about 
phenomena such as feelings, thought processes, and emotions that are difficult to 
learn about through more conventional research methods.” (1998: pi 1).
In sum, the relationship between my self as researcher, the subject matter and the 
individual nature, objectives and challenges of each worker’s environment suggested 
a post-positivist/ constructivist paradigm. This offered the opportunity to learn about 
and honour multiple realities, understand the tacit knowledge of the actors and 
preserve individual interpretations. I am not stating that a quantitative approach could 
not have been used, however, I do not believe it would have been the most 
appropriate choice given my research questions. The constructivist worldview was 
appropriate because it assumes relativist ontology, acknowledging the multiple 
realities of the actors, and subjectivist epistemology, (after Denzin and Lincoln 1998: 
p27).
3.3 Choosing Case Study
There are many methodologies within the post-positivist paradigm including: action 
research, case study, ethnomethodology, ethnography, grounded theory and 
phenomenology. As stated already, case study methodology was chosen drawing from 
grounded theory for an additional process of in-depth analysis. Other methodologies, 
such as phenomenology, also seek to understand a situation from the subject’s own 
perspective and utilise a range of data collection processes that reference generation 
of theory. Below I explain why I chose case study supplementing it with grounded 
theory and after consideration why I did not use another method.
Case study methodology, is widely used in the social science disciplines of sociology, 
industrial relations and anthropology (Hartley 1994). Numerous papers feature
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prominently in research journals including explorations into firms (Monder Ram 
1999) and refining service quality models (Burton et al 2001) to name but two. An 
advantage of case study method is it can include a variety of qualitative sources, such 
as unstructured and semi- structured interviews augmented by attendance at company 
meetings, scrutiny of business strategy documents, job descriptions, personal 
development plans and targets of individual workers. Meskill, Mouly and Dakin 
(1999) in their research into resolution of disturbances by managers selected it for the 
method’s ability to transport the researcher into the work context.
From the literature, Laws & McLeod (2004) say:
‘The purpose of a case study was to gain an in-depth understanding of the 
situation and meaning for those involved. The interest was in process rather 
than outcomes, in context rather than a specific variable, in discovery rather 
than confirmation”. (2004: p4)
The intention was for my research to be accessible to managers to assist with issues in 
a real world call/contact centre setting, as well as of academic interest. Case study as a 
research method is widely used and accepted in business. As such, I believed it 
would be familiar and accessible to people with a pragmatic, practitioner disposition.
In selecting this methodology, the primary concern was which would serve to answer 
the research question best. Strengths and weaknesses of each perspective were 
explored and an alternative would have been selected had it served the research 
question better. Ethnography and Phenomenology as near methodologies are 
referenced below.
Workplace studies using ethnographic methods have been conducted into service 
work and call centres. Recent studies include Koh et al (2005), Pettersson et al (2004), 
Taylor & Bain (2003) Houlihan (2004), Houlihan (2001) & Houlihan (2000). A 
presupposition in using Ethnography is that any group of people will produce their 
own culture, or ways of interacting with each other and their environment. The 
requirement for immersion in the culture, a routine requirement of anthropological 
fieldwork was potentially an issue. This was due to the distances involved in 
travelling to the research sites and subsistence costs associated with undertaking the 
research. It was not chosen on the basis that the requirement for my prolonged
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presence as an observer in the call centre and additional possible involvement with the 
subjects placed it outside of the scope of this research.
An alternative qualitative method considered was Phenomenology. Moustakas (1994) 
describes the empirical phenomenological approach as:
“ .. a return to experience in order to obtain comprehensive descriptions that 
provide the basis for a reflective structural analysis that portrays the essences 
of the experience” (1994: pl3).
Phenomenological methods offer an explanation of human experience without 
imposing a theory upon it from outside of the experiences of the individual. I 
discounted using this approach primarily because I sought to understand peoples 
experience to benefit others, in particular to explore the implications for managers. I 
also sought to use interpretative models in the analysis should they help to make sense 
of the relationship that call centre workers had with their work environment and any 
behaviours being studied.
The selection of a case study approach within a constructivist paradigm was able to 
accommodate a form of empathy or, re-creation of the mental atmosphere, the 
thoughts, feelings and motivations of the research participants, (after Stake based on 
Simmel (1995: p38)
Stake (2002) believes that generalising from the study of cases is both intuitive and 
empirical. He states:
“Naturalistic generalizations develop within a person as a product of 
experience. They derive from tacit knowledge of how things are, why they are, 
how people feel about them, and how things are likely to be later or in other 
places with which this person is familiar, (2002: p22).
From the literature, Yin (1994) states that the rationale for selecting one research 
strategy over another is determined by:
“Three conditions, consisting of (a) the type of research question posed, (b) 
the extent of control an investigator has over actual behavioural events, and (c) 
the degree of focus on contemporary as opposed to historical events”, (1994: 
p5).
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Exploring the above conditions, this case study is ‘exploratory’ in that it seeks to 
identify and understand the relationship call and contact centre staff have based on 
their perceptions and experiences. Yin (1994) says that if research questions focus 
mainly on ‘what’ questions, then two possibilities may arise. The first being to 
develop pertinent hypothesis and propositions for further inquiry and the second to 
establish ‘how many’ times an event occurs, (1994: p5). This suggests a relationship 
between the two question types exploring a defined area of focus. In Yin’s (1994) 
terms, as stated at the beginning of Chapter Three this study is predominantly 
‘exploratory’ although both ‘what’ and ‘how’ questions are asked of the actors.
Yin (1994) states: “Such questions deal with operational links needing to be traced 
over time, rather than frequencies or incidence, (1994: p6). The combination of 
exploratory and explanatory is not uncommon according to Yin (1994).
Access to the research sites was obtained but I did not have control over behavioural 
events. This met the criteria defined by Yin (1994), as did the research subject in 
studying a contemporary rather than historical event.
Yin (1994) said:
“The case study is preferred in examining contemporary events, but when the 
relevant behaviours cannot be manipulated” (1994: p8).
Yin notes that although research strategies are not mutually exclusive, it is possible to 
identify situations where one particular strategy is particularly useful. The 
identification of the three specific types of case study, defined as: ‘exploratory, 
explanatory and descriptive’ were later refined in Yin’s (1994) “Applications of Case 
Study Research” (2003) where he states
“Exploratory cases may be considered as a prelude to further social research. 
Explanatory case studies may be used for doing casual investigations, showing 
how events happened. Descriptive cases require a descriptive theory to be 
written before starting the study. It aims to present a complete description of a 
phenomenon occurring within its context” (2003: p5).
This research is based on “comparative” (or multiple case) “case study” (Yin 1994: 
p45). Davis, G and Parker, C., (1997) say:
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“Multiple case studies may be used in developing concepts or explaining 
phenomena. There is some disagreement about the contribution made from 
single case descriptions. In general, however, a case description of a single 
situation is probably not a satisfactory dissertation unless it is used in 
interpreting or developing an underlying structure, theory, or concept. In other 
words, a theory might be proposed, and then a single-case description might 
be used in developing or interpreting the underlying theory.” (1997: p73)
Yin (2003) maintains that multiple case studies include two or more cases within the 
same study. These multiple cases should be selected so that they replicate each other -  
either predicting similar results (literal replication) or contrasting results for predicting 
reasons (theoretical replication), (2003: p5). Multiple case study was therefore chosen 
to compare and contrast results to strengthen the study.
As discussed earlier in this chapter, with a view to enhancing the quality and 
credibility of the analysis consideration was given to triangulating qualitative and 
quantitative data. On a purely practical level, I was not convinced that potential 
insights gained would justify likely problems of comparative analysis, more often 
employed in random sampling exercises.
Patton (1990: p464) says:
“Triangulation of methods is seldom a straightforward process, because it is 
likely that quantitative and qualitative methods will eventually answer 
different questions that do not easily come together to provide a single, well- 
integrated picture of the situation. In effect, quantitative and qualitative 
methods measure different things.”
Patton (1990: p466) continues:
“Comparative research often involves different operational measures of the 
‘same’ concept, and it is acknowledgement of the numerous problems of 
‘translation’ that it is conventional to treat each measure as a separate 
variable”.
As discussed in section 3.1 both quantitative and qualitative methods may be used to 
address issue questions, however qualitative research aims to establish an empathetic
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understanding for the reader through eliciting ‘thick description’ (after Geertz). This 
narrative was essential in developing a holistic understanding of the issues being 
experienced. As Tosey (2000) asserts case study can help explain attitudes and 
behaviours in context from the actors’ own frames of reference. Triangulation of data 
sources was explored to enhance the quality and credibility of data collection and 
analysis, as detailed below.
My experience as a consultant and trainer confirmed the findings of the literature 
review in Chapter Two in that the highly targeted nature of the call centre work and 
the often pressurised commercial environment can focus managers towards initiating 
and responding to demands through explanation and control. This manifests through 
operational activities such as recording and analysing of quantitative measures in the 
business, including call waiting times, call abandonment rates, conversion rates, as 
well as the time individual operators are available whilst positioned at their 
workstations.
The organisational context, issues and lived experience of those working within the 
call/contact centre has much to offer those who seek to understand how front line 
customer service work is experienced and perceived.
Yin ( 1994 :p 13) says:
“Case Study is an empirical inquiry that investigates a contemporary 
phenomenon within its real-life context, especially when the boundaries 
between phenomenon and context are not clearly evident.”
Selection of the Case Study method has therefore many advantages in covering 
contextual conditions pertinent to those working in the call centre. According to Stake 
(1995) there are three forms of case study, intrinsic, instrumental and collective. 
Intrinsic is defined as
“Pre-selected” and “when we are interested in studying a case, where not by 
studying it we learn about other cases or about some general problem, but 
because we need to learn about that particular case”.
‘Instrumental’ is defined as
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“Having a research question, a puzzlement, a need for general understanding, 
and feel that we may get insight into the question by studying a particular 
case”
and ‘Collective’ is defined as “where a number of cases are instrumental to 
learning”. (1995: p3)
Stake acknowledges the difficulty in deciding which case fits which category and 
advises that methods used will be different, depending on intrinsic and instrumental 
interests. He states that:
“The more intrinsic interest in the case, the more we will restrain our 
curiosities and special interests and the more we will try to discern and pursue 
issues critical to the case”.
This research, in Stakes (1995) terms is collective. This is because there are multiple 
units of analysis, which are defined as the psychosocial relationships the participants 
have with their work environment. The choice of the two research sites for data 
collection was not pre-determined but was influenced by the reputation of each 
organisation within its external market and their differences from one another. One, a 
call centre attached to a University, the other within a Telecommunications company. 
The differences between the respective market sectors and the similarities of each call 
centre as communication interfaces for the organisations they served invited questions 
and comparisons into the experiences and perceptions of customer service staff and 
the nature of call and contact centre work.
3.3.1 Components of the Research Design using Case Study.
Within case study, Yin (1994: p21) defines five components of the research design as 
especially important. They are: 1. A study’s questions 2. Its propositions, (if any), 3. 
Its unit(s) of analysis, 4. The logic links the data to the propositions, and 5. The 
criteria for interpreting the findings. This is used this below as a framework for 
laying out some of the concepts and arguments explored as well as the methods 
applied in section 4.3 case study components.
1. This research question is an investigation into the perceptions and experiences of 
call/contact centre workers and its implications for management practice.
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2. In terms of knowing what to study and where to look for evidence, the following 
propositions are offered:
An enhanced understanding of the relationship the call/contact centre workers have 
with their place of work can be achieved through the study of the data gathered 
through interview. Having thirteen cases from two research sites, in separate 
geographical locations with their own marketplaces offered the potential to reveal 
differences, similarities and bring patterns to the fore.
Stake (2002) uses the term ‘naturalistic generalisation’ which he describes:
“is arrived at by recognising the similarities of objects and issues in and out of 
context and by sensing the natural co-variations of happenings” (2002: p22).
Whilst formal documents and records were studied, a naturalistic observation of 
ordinary working conditions and personal capture of the actor’s experiences from my 
own involvement, as researcher facilitated the interpretation, recognition of contexts, 
and construction of meaning.
In selecting the strategy for cross case analysis a number of ways were considered.
Yin (1994) advocates a ‘replication logic’. This is based upon designing a conceptual 
framework, which is used to analyse the first case, and then successive cases are 
investigated to see if the new pattern matches the first case. If similar results are 
obtained, replication is said to have occurred. Yin makes a distinction between (a) 
‘literal replication’ where similar results are predicted and (b) ‘theoretical replication’ 
where contrasting results are found but for predictable reasons. (1994: p45). For this 
doctoral study, according to Yin (1994) two cases would have suggested a literal 
replication. This strategy was rejected because a prerequisite would have been that the 
framework stated the conditions under which a particular phenomenon was found as 
well as the conditions that it is was not likely to be found, (1994 p 46). This degree of 
specificity prior to data collection would have limited the study or required the criteria 
chosen to be too general to be meaningful.
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Grounded theory approach (after Glaser 1978) was based on similar principles, but 
sought to build up the framework inductively, then testing and refining it to other 
comparison cases. I had an affinity with this approach and was familiar with the type 
of settings (call and contact centres) and the sites chosen fitted the broad criteria 
specified by me in section 4.2. However, the centres and their circumstances were 
unknown to me. Rather than decide that factors, constructs or any variables, (and the 
presumed relationships between them) from the first site that would be the basis for 
the collection and analysis of data from the second site I decided to take an inductive 
approach to collecting data from both sites. This offered the possibility of greater 
factors becoming apparent during and after individual case analysis.
I agree with Mishler (1990) that qualitative studies ultimately aim to describe and 
explain (at some level) a pattern of relationships, which can only be done with a set of 
conceptually, specified, analytic categories. However, as Miles and Huberman (1998) 
specify:
“starting with them (deductively) or getting gradually to them (inductively) 
are both legitimate and useful paths.”
My intention was to use Case Study and GT for further analysis of the data.
Stake (1995) commends the work of Miles and Huberman for excellence in analysis 
and interpretation, (1995: p84). Miles and Huberman (1998) put forward a ‘variable- 
orientated strategy’ for data analysis, which involves finding themes, which cut across 
cases, (1998: p i96). Using Pearsol’s work (1985) as an example, they outline the 
following stages for case study analysis:
1. Careful inductive coding
2. Identification of recurring themes
3. Case-orientated approach, sorting the actors into types based on the
initial configuration of themes.
In this research, as discussed the unit of analysis is “the individuals’ view of their 
experience of working in call centres”.
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3. The units of analysis were analysed to illuminate and illustrate the relationships of 
the research participants to the call centre as revealed through their perceptions and 
experiences.
To facilitate the understanding of “multiple realities through interview” (after Stake 
(1995 p: 64), staff were selected from a variety of positions, including frontline 
agents, trainers and managers.
Contextual items were considered including other people (external to the call centre, 
but interfacing with it, such as members of the larger organisation), call/contact centre 
infrastructure, environment, processes and systems, market and technological 
innovations.
A short-list of potential sites for data collection was written and after consideration of 
the uniqueness and contexts of each selection, those that seemed the best fit based on 
suitability and convenience were chosen.
Stake (1995 p: 4) states:
“If we can, we need to pick cases which are easy to get to and hospitable to 
our inquiry”.
Senior management at the potential call/contact centres were contacted by letter with 
an explanation of the nature of the case study, the activity intended, the primary 
issues, the time span and requirements/involvement of all parties. Upon receiving 
positive responses, access was negotiated with the call/contact centre director or 
manager. These elements are expanded upon and developed in Chapter Four.
From past experience of consultancy work in call centres, if a manager has granted 
permission staff might be expected to be compliant. However, more than a passive 
acquiescence was sought for the research. The actor’s active participation in relating 
their unique experiences in at least a semi-structured interview was wanted, with 
possible additional involvement afterwards, for example, in the collection and 
provision of related documents. Therefore a brief written description of the intended 
case -work for all actors (participants telling their story) was prepared. The 
conversation began referring to this, where each person individually contracted for his 
or her involvement.
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Stake (1995: p65) recommends preparing a short list of issue-orientated questions, 
possibly handing the respondent a copy. He says that: “the purpose is not to get 
simple yes and no answers, but descriptions of an episode, a linkage or explanation”. 
He continues: “trying out the questions in pilot form, at least in mental rehearsals, 
should be routine.”
I appreciated that each interview was unique and reviewed my short list of questions 
upgrading them from my experience and observations of the previous interview. It 
was necessary to secure agreement for comment on draft materials, including 
transcripts of interviews from all participants. This was important in verifying the 
validity of the data collection.
I anticipated observation of the call centre environment would need to take place to 
discover and understand operational policies and priorities as interpreted and acted 
upon by those dealing with customers. My past consultancy experience informed me 
that this can be different from the espoused strategic intentions of senior management.
F rom the literature, Gregory’s (2000: p 151 ) asserts :
“In researching the subjective world of human beings, for theory development 
and application, the researcher needs to understand what the person is 
experiencing, and the best way to do this is to ask the person directly” (after 
Kelly 1955).
I was mindful that care should be taken within the formal interviews to listen to the 
voices and let the issues and experiences of the research participants’ surface rather 
than stick to the prepared questions too rigidly. Even if the interviews are unstructured 
in design with carefully constructed probes, actors may be influenced by what the 
researcher has decided warrants further attention, without a full appreciation of the 
context for the units of analysis.
Stake (1995) says:
“Etic issues are brought in by the researcher from the outside. These are the 
researcher’s issues, sometimes the issues of a larger research community, 
colleagues and writers. Issues evolve and emic issues emerge. These are the
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issues of the actors, the people who belong to the case. These are issues from 
the inside” (1995 p20).
Ideally interviews would have taken place after thorough familiarisation with the 
operation, its people, politics and culture. Observations would have been made 
regarding the readiness and willingness of people to respond to issues affecting the 
organisation. In practice, due to time constraints, it was found this immersion in the 
phenomena was not possible.
Regarding collection of data from interviews, Stake (1995: p66) does not advocate the 
use of tape-recorders on the grounds that the researcher is more attentive without 
them. Although I accept that the use of tape recorders cannot be a substitute for active 
listening and I concur that some interviewees were dismayed at the inelegance of their 
transcripts, I found that taping the interview was invaluable for the subsequent 
identification of paralinguistic and discourse analysis.
The document review included: organisational management strategies, company 
organigrams, job descriptions, reports, process maps, and call statistics. These 
corresponded with Jankowicz’s, ( 1991 : p 165) multiple sources of evidence 
recommended in guidelines for good practice. New opportunities were sought to 
understand the case throughout the fieldwork, and applied research methods, which 
are described fully in Chapter Four.
4. Regarding logic linking data to the propositions, Yin (1994) says:
“current state of the art does not provided detailed guidance for logic linking 
data to the propositions nor criteria for interpreting the findings.” (1994: p24)
One way of linking data to propositions, described by Campbell (1975: pi 78), is that 
of “pattern-matching.” This involves linking pieces of information from the same 
case related to a theoretical proposition. For example, if two potential propositions are 
considered to be rivals, the data may be shown to match one pattern better than the 
other enabling valid conclusions to be drawn, within the same single case study. Stake 
(1995: p78) concurs that the consistency within certain conditions or patterns (known
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as ‘correspondence’) is part of the search for meaning. Patterns of significance can be 
found through direct interpretation by asking the question ‘what did that mean?’
Adequate time was built into the fieldwork for reflection, particularly after interviews 
prior to write-up, and triangulation of data sources. Patton, (1990: p467) says 
“different kind of data capture different things and so the analyst attempts to
understand the reasons for the differences.” He details four ways of triangulating data
sources: “(1) comparing observational data with interview data; (2) comparing what 
people say in public with what they say in private; (3) checking for the consistency of 
what people say about the same thing over time; and (4) comparing the perspectives 
of people from different points of view -  staff views, client views, views expressed by 
people outside the program” (Call centre).
5. The criteria for interpreting the findings.
The issues worthy of further attention-the units of analysis were identified, from the 
data collected. The observations, notes and transcripts were coded to produce a 
categorical aggregation. Using this and direct interpretation I identified 
correspondence from which a tentative hypothesis could be made. I acknowledged the 
potential value of retaining a healthy scepticism towards first impressions and simple 
meanings, challenging the adequacy of collected data for assertions made.
Eisenhardt (1989), as used by Meskill et al (1999: p449) also provided a similar 
template for analysis which was equally effective. “Within” case analysis requires the 
researcher to write detailed descriptions of the material contained in the case. For the 
purposes of this study, the actor’s understanding of the various components within 
each organisational context within each call/contact centre was categorised into 
related content. Incorporating verbatim accounts of the major experiences provided 
rich/thick descriptions of the data. ‘Cross’ case analysis was undertaken by selecting 
similar ideas or themes into categories from the data collected. This accounted for 
many of the concepts within the case which were contrasted with other units of 
analysis. Central themes and lower level themes were developed which were 
combined to form an overall conceptual model of the organisational context and the
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underlying factors behind how it was experienced. The analytic structure for this 
process is explained in more detail in Chapter Five.
3.3.2 Generation and application of theory
Within Case Study there are differing views by its exponents regarding the 
importance of developing theory. According to Yin (1994) theory development as part 
of the design phase is regarded as essential. (1994: p28). However, Stake (1995) 
asserts:
“developing theory is more relevant to instrumental case study where the case 
helps us to understand phenomena or relationships within it, the need for 
categorical data and measurement is greater” (1995: p77).
In order to build a theory, according to Strauss and Corbin (1994) it is necessary for 
the researcher to differentiate between the three stages of: description, conceptual 
ordering and theorising. Each of the three forms of data analysis builds upon each 
other. Describing is a literal telling of the participant’s story, without interpretation. 
Conceptual ordering is the classification of events and objects within explicitly stated 
dimensions without necessarily relating the classifications to each other or a scheme. 
The theorising stage constructs from the data an overarching explanatory scheme that 
integrates the various concepts through statements of relationship. According to 
Strauss and Corbin (1994) “It enables users to explain and predict events, thereby 
providing guides to action” (1994: p 25). How these stages are applied is shown in 
Chapter Four. Subsequent formation and testing of hypotheses are detailed in 
Chapters Five and Six.
3.4 Using Modified Grounded Theory Analysis within Case Study
Grounded theory (GT) is a research methodology that analyses data in a particular 
logical fashion to generate theory. Theory is defined as:
4 A set of well developed concepts related through statements of relationship, 
which together constitute an integrated framework that can be used to explain 
or predict phenomena’ (Strauss and Corbin 1998: p i5).
119
GT has mainly been applied in qualitative research (Glaser 2001), however it is a 
general method of analysis that accepts quantitative, qualitative and hybrid data 
collections from surveys, experiments, and case studies (Glaser, 1978). Whilst many 
other research methods can lay claim to these properties, including case study, 
grounded theory has a set of distinctive analytical processes that can systematically 
define descriptive data and move it to a theoretical interpretation. The outcome is an 
emerging theory or hypothesis of social phenomena. A major strength is that the 
resultant theory is intricately linked to the data and it is likely to be testable with 
constructs that can be measured and a hypothesis that can be proven false.
3.4.1 The Modified Grounded Theory Method
The analytic processes used, listed below in abbreviated form, are discussed by 
Charmaz (2005: p 515), after Glaser (1998) and Strauss and Corbin (1998). I chose 
methods put forward by Charmaz’s (2005) because of their simplicity and 
applicability to the research methods already utilised.
Stage One - Developing Categories through Open Coding
The data is drawn from multiple sources including observations, conversations, 
formal interviews, organizational reports and tape-recorded reflections. What people 
say or do is conceptualised and classified by the researcher. Initial or open coding 
proceeds through examining each line of data and then defining actions or events 
within it. This coding is the analysis of the data, building ideas inductively and 
deterring imposing extant theories or the researchers own beliefs. It focuses on the 
research participant’s views of their realities and in the words of Strauss (1987) “ aims 
to produce concepts that seem to fit the data” (1987: p28). The conceptual name or 
label is suggested by the situation in which the event is located. Sensitizing concepts, 
defined as background ideas that inform the overall research problem, are introduced 
to deepen perception (after Charmaz 2005 p: 516).
Table 5 Example of Line-by-Line Coding of an Interview Statement
Line-by-Line Coding Interview Statement
Criticism of team leaders as coaches “ They, (team leaders) could work better
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Insufficient time to meet work demands
Looking to the team leaders for help 
Being asked to solve the problem 
Anger at being asked to solve the 
problem
Solution for team leaders to become 
better coaches
to look after us all and to coach people.... 
We don’t have time to do everything and 
we’ll just snap: “this isn’t working”.
They say, “what do you think we ought to 
do?” Ok, you give me two days off the 
phones and I’ll tell you, but at this 
moment I’ve got to keep doing this! They 
just need to sit more with their teams, be 
there, and talk to them more.”
Extract from interview with Sharon -  (TCI 2) Customer Service Agent -  Faults
A category is a concept that represents phenomena. It has properties and dimensions, 
which are specified analytically, that define and give it meaning. The category may be 
named by the researcher because of the imagery or meaning the objects evoke when 
examined comparatively and in context, or the name may be taken from the words of 
the research participants, after Strauss and Corbin (in vivo codes) (1998: p i01).
The categories, which emerge, along with their relationships, are the foundations of 
the analytic framework and developing theory. The conceptual linkage of codes can 
be investigated and illustrated using Strauss and Corbin’s (1990) general ‘paradigm 
model’ (1990: p99). This determines the analysis of action and interaction strategies 
of the research participants as the main purpose of grounded theory.
Kelle (2007) advises that within the model special emphasis is placed on the 
intentions and goals of the actors in this process. Categories developed during open 
coding shall be investigated whether they relate to:
1) Phenomena at which the actions and interactions in the domain under 
study are directed
2) Causal conditions which lead to the occurrence of these phenomena
3) Attributes of the context of the investigated phenomena
4) Additional intervening conditions by which the investigated 
phenomena are influenced
5) Action and interactional strategies the research participants use to 
handle the phenomena
6) The consequences of their actions and interactions
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The researcher is therefore advised to identify types of phenomena, contexts, causal, 
intervening conditions, and consequences which are relevant to the most important 
categories in order to develop an ‘axis’ for the grounded theory, after Keller (2007: p 
202).
Stage Two: Constant Comparative Analysis
Categories, at this stage can be descriptive or low level conceptual categories in 
nature. Further examples are sought in the data and as other objects, opinions, events, 
acts, or happenings are identified that share common characteristics with those 
previously identified, they are given the same code. This process is known as constant 
comparative analysis, a concept first developed by Glaser & Strauss (1967) and 
stressed in varying forms by Glaser (1978, 1992) and Strauss (1987, 1990). The main 
method for doing this is theoretical memoing, which is the production of a written 
record of the researcher’s thinking at the time of the initial data coding process. 
Memoing elaborates on the processes, assumptions, and actions that are subsumed 
under the codes. According to Charmaz (2005) memo writing helps in linking 
analytic interpretation with empirical reality, bringing raw data into the memos to 
maintain connections and examine them differently (2005: p517).
Stage Three -  Axial Coding
Axial coding ‘consists of intense analysis done around one category at a time in terms 
of the paradigm items’ (Strauss, 1987: 32). This category then forms the ‘axis’ around 
which further coding and category building is done and may become the core 
category of the emerging theory. Strauss and Corbin advise the researcher to use one 
general model of action rooted in pragmatist and interactionist social theory (Corbin 
1991: 36; Strauss, 1990: 7) to build a skeleton or ‘axis’ for the developing categories.
Stage Four- Selective Coding
Selective coding is used to consolidate the categories. These codes are used to sort the 
data that reappears frequently. This coding is more conceptual than line-by-line 
coding and at a higher level of abstraction. These codes account for the most data and 
a precise categorisation. Categories can subsume several codes.
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Saliency
In Grounded Theory, Saliency is used to refer to the frequency and intensity with 
which a particular concept appears and reappears within the research. Frequent 
appearance signifies a robust concept. The non-appearance of a concept within certain 
data may also need to be acknowledged and examined.
The overall intent is to develop an account of a phenomenon that identified the major 
constructs, or categories in grounded theory terms, their relationships, and the context 
and process, thus providing a theory of the phenomenon that is much more than a 
descriptive account (after Morse & Richards, 2002; Becker, 1993).
Units of analysis within Grounded Theory method have been used to focus on 
relational dimensions (Gregory 1994). This fitted the requirements for additional in- 
depth analysis of the descriptive data from a psychosocial perspective to answer the 
research questions. Grounded theory allows for understanding the subjective 
perceptions and experience of call centre workers and the collective reality of groups 
experiencing working in the same place, but rich description for its own sake is not 
the primary focus of this type of study.
As Strauss and Corbin (1994) noted,” the major difference between this methodology 
and other approaches to qualitative research was its emphasis upon theory 
development” (1994: p274)
The results of grounded theory are not a reporting of facts but a set of probability 
statements about the relationship between concepts, or an integrated set of conceptual 
hypotheses developed from empirical data (after Glaser 1998). Validity in a 
traditional sense is consequently not an issue in grounded theory, which instead 
should be judged by four central criteria. These are “fit, understanding, generality, and 
control” (Strauss & Corbin 1990: p23). It must fit and work in practice.
From the literature
“By ‘fit’ is meant that the category must be readily, (not forcibly) applicable 
to and indicated by the data under study; by ‘work’ is meant that they must be 
meaningfully relevant to and be able to explain the behaviour under study”. 
(Glaser & Strauss 1967).
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Locke (2001) provides a helpful distinction between statistical generalization and 
analytic generalizability (after Yin 1994). She states:
“ In the hypothetico -deductive approach, the researcher moves from a priori 
definition of concepts and their proposed relationships to the empirical 
investigation. The issue of statistical generalizability addresses the inferences 
that can be made about those concepts and their relations in a population on 
the basis of empirical information collected from a sample. That is, the extent 
to which investigators might make claims about the plausibility of the 
theoretical framework for a particular population of subjects based on their 
testing of it in an appropriate sample of that population. In the theory building 
mode, by contrast, where researchers move from empirical observation to the 
development of concepts and their proposed relations, claims are made about 
the plausibility of the theorized elements -  not about the extent of their 
expression in a population”. (2001: p39)
This results in researchers seeking to generalise the empirical observations they have 
collected in their conceptual categories and framework. A conceptual category can 
therefore be said to have analytic generalizability when it can account for a large 
number and range of empirical observations.
The theoretical foundations of Grounded Theory lie within Symbolic Interactionism, 
as discussed in Chapter One, section (1.4) and this Chapter, section (3.1.3). Human 
beings are ‘symbol users’, meaning that words, thoughts, deeds and actions take on a 
symbolic significance over and beyond their utilitarian usage.
3.4.2 Use of the literature review in Grounded Theory
Within my case study methodology, I conducted an initial literature review early on in 
the research process. This was compatible with using GT after Strauss and Corbin 
(1998) who state
“ A researcher can turn to the literature to formulate questions that act as a 
stepping off point during initial observations and interviews” and that it can be 
used “ as a secondary source of data and analysed.”
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They also say
“ technical literature can be used to stimulate questions during the analysis 
process. For example, when there is a discrepancy between a researcher’s data 
and the findings reported in the literature, that difference should stimulate the 
researcher to ask the following questions. What is going on? Am I overlooking 
something important? Are conditions different in this study? If so, then how 
are they different, and how does this affect what I am seeing? (1998: p 51)
3.5 A critique of the methodology
Case Study has been criticised for inconsistent practice, which can lead to a 
divergence in units of analysis, type and method. This provided both challenges and 
opportunities for the research. An early challenge was matching the study with an 
exact case study to verify method and findings. After searching without success for 
such a study, a corresponding opportunity arose in that the research could be more 
methodologically eclectic drawing from a broader range of sources for both the data 
and analysis. Data included semi- structured interviews, strategy documents, job 
descriptions, incentive and personal development plans.
A limitation of the Case Study method, relative to this study might be that a small 
sample size is difficult to defend as representative, if one were seeking to extrapolate 
the findings to all call centres in general. It was not the intention to do this or present 
the units of analysis as ‘samples’ in the sense that they might be used with a 
quantitative study.
Patton (1990) says “There are no rules for sample size in qualitative inquiry” (1990: 
p i84). Yin (1994) states: “case studies, like experiments, are generalizable to 
theoretical propositions and not to populations or universes.
He continues: “the case study, like the experiment does not represent a “sample” and 
the investigator’s goal is to expand and generalise theories (analytic generalization) 
and not to enumerate frequencies (statistical generalisation)” (1994: p27).
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Social scientists, Lipset, Trow and Coleman (1956) in support of the single case study 
say: “the goal is to do a “generalizing” and not a “particularising” analysis, (1956: 
p419).
Yin (1994: p4) points out ‘Street Comer Society (1943-1955) by William F. Whyte, is 
a famous descriptive case study, which for decades has been recommended reading in 
community sociology. Although a single case study covering one neighbourhood and 
now over fifty years old, it is highly regarded for its descriptions of a subculture that 
had rarely been the topic of previous study. Key phenomena regarding the career 
advancement of lower income youths and their inability to break neighbourhood ties 
was discovered. Paradoxically, its value is its generalisability to issues on individual 
performance, group structure, and the social structure of neighbourhoods.
This contrasts with criticism of poor generalisability of case study. Tosey (2000: p3) 
in support of case study asserts: “there is a phenomenological view that case study is 
appropriate for studying human action, given its reflexivity'”.
Clegg et al (1989) support this saying:” the aim is more to recreate the socially 
constructed world that individuals enact through developing shared meanings and 
taken-for granted assumptions” (1985: p9).
Although there are differences as well as similarities between case study and 
grounded theory, GT co-exists within case study method as an additional form of 
analysis. According to Denzin (1994)‘the grounded theory perspective is the most 
widely used qualitative interpretive framework in the social sciences today’ (1994: 
p508). Denzin (1994) goes further, stating “When one peels back the layers of 
discourse embedded in any of the numerous qualitative guides to interpretation and 
theory construction the core features of the Strauss approach are present, even when 
Strauss and associates are not directly named (1994:p513).
3.6 Summary
In this chapter constructivism was offered as the operating paradigm with symbolic 
interactionism referenced as the philosophical and methodological approach.
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The importance of using a paradigm that supported the researchers aims was 
emphasised and discussed. Research that is based in a relativist ontology necessitates 
the use of working methods that draw out multiple perspectives and realities, 
analysing and reporting them clearly. It was seen that case study provided a robust 
methodology with grounded theory offering additional strength in analysis and 
integration of individual accounts to illuminate social processes of an interpersonal 
nature within a group. Description and theoiy building were shown to be the intended 
result. This was done by drawing upon and explaining the work of Yin (1994) and 
Stake (1995) for case study and Glaser and Strauss (1967), Strauss & Corbin (1998) 
Glaser (2001), Charmaz (2005) and Bryant & Charmaz (2007) for grounded theory. 
Supporting work was referenced from Patton (1990) Guba & Lincoln (1989) and 
Denzin (1984). The application of the research methods is detailed in the next 
chapter.
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Chapter Four: Applied Research Methods
4.1 Introduction
This chapter gives a picture of the research sites including the criteria used for their 
selection and methods used for gaining access. The study’s questions, propositions 
and aims are revisited and topical information gathering and issue questions shown. 
The units of analysis, logic linking the data to the propositions, criteria used for 
interpreting the findings, issues of reliability, validity, objectivity and triangulation, 
ethical considerations and constraints to the research are discussed.
4.1.1 Selection of the research sites
A full description of the sites can be found below. To provide anonymity the names of 
the organisations have been changed.
Yin (2004) believes that selecting the cases for a case study should not be based on 
finding the most convenient site from which to collect the data. He suggests 
incorporation of specific reasons for particular cases -  such as exemplary instances of 
the phenomenon being studied, or a group with contrasting outcomes, (2004:p 10)
I was interested in the similarities and differences in attitudes and perceptions of the 
people working within the call centre. Whilst the actor’s perception and attitudes of 
call centre working was the unit of analysis, I sought sites in different industries and 
locations to find out what, if anything, the environments might have in common that 
had a bearing on the participants views. According to Glaser and Strauss (1967) the 
selection of appropriate comparison groups helps improve the developing theory in a 
number of ways. By utilising comparative logic, in the development of conceptual 
categories, particular features of the individual cases can be identified and behaviours 
scrutinised for similarities and differences contributing to the analytic process. By 
examining comparative situations it can determine how a conceptual category or 
property may be affected by different conditions. For example, what conditions might 
affect the maintenance of alienation in the workplace -  alienation defined as the 
situation where a person withdraws their emotional engagement to an object or 
position they were formerly attached to. As Case Study was my first research method
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I had not planned to saturate each of the conceptual elements, (a process specified 
within GT), however by visiting two sites and interviewing people employed in a 
range of jobs, I anticipated collecting enough information to stabilise the conceptual 
elements in a working theoiy.
The sites chosen were a call centre attached to a major university and a contact centre 
in a leading telecommunications company.
To find potential sites I made enquiries within industry associations regarding call 
centre types and size. Varying responses were received. The Call Centre Management 
Association (CCMA) quoted the Merchants Benchmarking Report (1999) where 156 
seats were a typical call centre size in the United Kingdom. No information was 
provided on type.
Mitial, the research organisation believed the average to be between 150-200 seats 
and suggested 180 seats as a typical size. Mitial outlined a typical call centre as 
comprising of teams of 4-8 agents who report to team-leaders, who in turn report to a 
call centre manager. They advised that many centres had introduced 4-5 grade agent 
levels as a means of providing a career structure in an otherwise fairly flat 
organisational structure. Company sponsored National Vocational Qualifications 
(NVQs) had been positively adopted by many centres, with some providing additional 
training functions and in-house careers progression manager(s).
The Direct Marketing Organisation (DMA) were less precise, stating that there was 
not a typical size, as all were driven by industry, work type, (inbound calls/outbound 
calls/fax, e-mail), and expectation of customers.
Each call centre exists to serve the objectives of its organisation. Therefore to provide 
the context that the actors worked within I have detailed the objectives of the 
organisation, as they were relayed to me and provided a summary of its standing in 
the market place at the time of data collection. Also included are descriptions of the 
organisation or its call/contact centre provided by the company in external or internal 
documents. The profiles below are not offered as definitive illustrations but as 
background information to contextualise the research findings indicating the
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behavioural drivers and influences upon the perceptions of those working in the call 
centre.
4.1.2 The University
Extracts below are from a university document sent out when recruiting for call centre 
advisors (ref: 15782) The Call Centre - Student Services Registry, 2001. Elements 
that explicitly identify the university have been removed to preserve anonymity.
“Programmes of study include BA and BSc degrees; taught and research -  
based postgraduate courses leading to Masters and PhD qualifications; 
professional training in the fields of management, health and social welfare, 
education, manufacturing and computing; personal and cultural education and 
leisure interests.
Teaching is by means of specially - produced textbooks and assessment 
materials, (text omitted), audio visual components, computer technology, 
home experiment kits and other media. Personal tuition is provided through 
(text omitted), and many courses also have short residential schools. Courses 
are prepared by teams of academic staff, educational technologists, producers, 
editors and designers, and external consultants.” (2001: p4)
(J / PERSONNEL/ RECRUITMENT/ S3 A APPOIN.DOC/ Further Particulars 
3140.doc 13/06/01).
The Sunday Times University Guide provided the following profile on 15th 
September 2002, when reviewing a range of criteria:
Teaching quality 72%
Research quality 36.33%
A-level points: n/a
A-levels for entry n/a
Unemployment n/a
Firsts and 2. Us 56.8%
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Student/staff ratio n/a
Drop out rate n/a
Undergraduates 0(126,814)
Postgraduates 496(18,678)
Teaching staff 1,127
Applications/places n/a
Clearing entiy n/a
Hardship fund £1,041,247
Profile:
“One in 12 students are aged 24 or under, indicating the growing appeal for 
more flexible study for younger students. Courses, taken in modules, vary in 
price. Generally a 60-point module costs between £400 and £700.00. You 
need a minimum of 360 points for an honours degree, and most modules are 
worth 30 or 60 points. Fee waivers, student loans and hardship funds are 
available. The average time to complete a degree is six years, made up largely 
of evening and weekend study. The University students often juggle their 
studies with jobs or raising a family. The 200 modules fall into one of 24 
study areas covering everything from law to engineering, psychology and 
literature.” (Times online October 2002).
The Times comments:
“Four of its subjects received top teaching ratings this year: economics, 
education, classics and philosophy bringing the total to 18. The new research 
ratings were patchier, with only earth sciences, geography, art and design, and 
history of art showing international excellence.
It rated as excellent (18): Business and management; chemistry; geography; 
geology; music; social policy and administration; sociology; general 
engineering; molecular and orgaismal biosciences (biology); physics and 
astronomy; psychology; subjects allied to medicine; politics; theology and 
religious studies; economics; education; education; classics and ancient 
history; philosophy”, (Times Online October 2002).
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The University aimed to cater for a diverse range of academic ability. This in itself is 
not unusual, as many Universities accept equivalent work experience or do not insist 
on formal qualifications for students seeking to study for a first degree, particularly 
mature students, (that is people of over 25 years of age).
However, for this study, its use of a new call centre as a means of recruiting and 
retaining students was of interest.
4.1.3 The University Call Centre (UCC).
The call centre was established in January 1999 to assist in the recruitment of new 
students and the retention of continuing students. At the time of the research it 
employed 45 staff. The call centre received over 500,000 telephone enquiries / 
reservations each year. In addition it conducted outbound telephone campaigns during 
the day and evening. 100,000 requests for information or reservations were dealt with 
via e-mail and written correspondence.
The call centre is described in the following way within an internal document:
“The call centre plays a vital part in the recruitment of new students and 
retention of continuing students taking the University courses. Since it was 
formed in January 1999 our core staff have grown to 45 in number and have 
all completed a demanding six-month training programme.
“We pride ourselves in having a highly motivated and professional team who 
continually strive for the highest standards”
as cited in J: /PERSONNEL/ RECRUITMENT/S3 A APPOIN.DOC/Further 
Particulars 3140.doc 13/06/01.
The structure of the call centre comprised of five teams of 5-8 advisers, who each 
reported to a team leader. Each team leader had responsibility for specific tasks and 
activities, such as administration and receiving student or corporate enquiries. In
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addition, the structure contained a manager responsible for business development, 
another for projects, two secretaries and a Head of Call Centre.
The call centre dealt with communication to customers via voice and e-mail, and an 
Intranet was utilised via the web to access the University knowledge base. In the early 
stages of my research I became aware of evidence of its technology processes and 
culture not being fully integrated within the University. Using the CCDM model, 
(described in Chapter Two section 2.2.2) it appeared to fit the co-ordinated stage in 
people, process, technology and information, evidence of which is provided in the 
data analysis later within this chapter. It is a small operation as defined by the CCMA, 
using the criteria above.
4.1.4 The Telecommunications Company
The Telecommunications company, established 130 years ago, is a leading 
international supplier of integrated communications and computing solutions. It was 
the second largest operator in the UK market with global revenue of over £8 billion in 
year ending 31 March 2001. It provided IP (Internet Protocol), voice and data services 
to business and residential customers, services to other telecoms carriers, mobile 
operators and providers of content, applications and Internet services. It had a blue 
chip client base that spanned the public and private sectors. Clients include 
organisations such as: Centrica, Cisco, DSA, Heinz, Hilton International, Marks and 
Spencer’s, The National Theatre, 02  Rank, The RSPCA, Ryanair, The Samaritans, 
Standard Chartered Bank, Tesco, and the UK Government.
The company made claims that its core offering of Internet Protocol Networking 
could bring savings of up to 20% through increasing the effectiveness of 
organisations technology and communications. It aimed to link an organisation to its 
external stakeholders: customers, partners and suppliers, consolidating data, voice and 
video networks in one integrated infrastructure. They also provided technology to link 
employees (whether in the office, home or mobile working) with technology, e- 
leaming and desktop video conferencing.
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When I first selected this company its market place was expanding. An internal 
document entitled “Delivering on the Internet Promise” defined the company business 
as: “focusing on business customers, providing future growth based on IP and data 
services, investing and expanding aggressively in the US, UK Europe and Japan, and 
operating globally”.
Over the period of the study the market place changed, as did the company’s 
objectives and plans.
In the 2003 company annual review and summary financial statement, the chief 
executive (name omitted) stated:
“today the industry has matured, demand in many sectors is flat if not 
declining, and the customer is in control. The game has therefore changed 
from building networks to serving customers.”
As a result the company restructured its operations in the UK to reduce costs and 
withdrew from the US where it had failed to make a profit.
It had a residential telecoms business in the UK which it was considering reducing 
and was active in India where it provided both technology and managed services for 
the provision of offshore contact centres. Its website claimed that companies could 
save 25%-50% in costs, whilst improving the quality of customer service and 
maintaining the same level of control they had with their UK operations. According to 
a company statement offshore contact centres offered more motivated staff without 
the problems of staff chum and availability.
4.1.5 The Telecommunications Contact Centre (TCC)
The new contact centre was heralded as: “aiming to end the 21st century sweat-shop 
image of call centres with a f  26m facility” in Customer Contact Centres, Manchester 
Evening News, (Nov 2001). The publication continued:
“Trumpeted as one of the most advanced centres in the world it boasts a 
combination of the latest technology and design in a bid to keep both its 
customers and 400 staff happy. Using the latest software packages available, 
the company is aiming to give the best service whether it is contacted by
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telephone, fax, e-mail, text or over the Internet. Among its features will be a 
Witness intelligent call routing package which allows calls to be directed to 
the most appropriate operator/agent according to their skills and product type,” 
(Nov 2001).
A system was provided for operators that allowed them to manage and distribute not 
only live calls but also messages including text chat, email and fax.
Centre managers had access to voice and data-monitoring equipment enabling 
simultaneous recording of what each agent was saying and inputting. This potentially 
allowed them to evaluate the service customers received and identify issues promptly.
Software had been installed to help identify staff development and training needs.
This included demand-forecasting systems, which aimed to maintain consistent 
standards of service and had the ability to keep staff informed on how they were 
performing.
The director of customer service commented:
“we have tried to build a physical environment that is conducive to 
encouraging people to come to work. We have worked hard to try to break the 
monotony of just answering the phone by giving agents the opportunity to 
work with different mediums be it email, fax, text or the internet. This benefits 
the customer, but it also gives the people working in the centre a bit more 
variety as well as developing their career prospects with new skills”.
A specialist contact centre interior design consultancy had been employed to pick the 
lighting, colour schemes and furniture for the building. In an attempt to relieve the 
stress of the working routine, staff were given access to TV rooms, cyber-cafes, a 
gym and a restaurant during their break times. Opening the centre, the chief executive 
said:
“this investment is key to the company’s global eCRM strategy as customer retention 
is critical in the current economic climate” (Nov 2001).
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Company documents showed approximately 800 staff members at the contact centre 
with at least 135 front office customer service representatives (CSRs) plus 10 
managers and support staff providing technical support for the company’s customers.
There were three levels of customer service agent within the current career structure, 
level 1 being the least skilled and level 3 being the highest skilled. These were defined 
as: assistant (level 1) advisor (level 2) and analyst (level 3). Competencies of staff 
were formally assessed prior to them being given a level. Areas assessed included: 
interpersonal sensitivity, customer service skills, problem solving ability, contribution 
to group discussions and good attendance. The higher skilled agents are best 
represented in the tiers 1 and 2 customer serving categories.
Prior to introduction of the three level grading for staff, the attrition (staff leaving) 
rate was 30%. Afterwards, according to management, discounting redeployment, it 
averaged between 15-20%. At the time of the research the Telecommunications 
Company was in the process of repositioning itself as a leading global Internet 
services company. This change of focus had resulted in widespread redundancies.
Initial enquiries and observations indicated that it fitted the ‘Integrated’ category 
within the CCDM model (in Chapter two) regarding technology, however, more 
detailed investigation was required to verify this and ascertain the situation regarding 
people, processes and information.
It was noted in Chapter one, section 1.6.1 that the Telecommunications and IT 
business sectors reported poorer well-being of call handlers than other industries, 
making it particularly worthy of further investigation (HSE 2003).
The criteria for the research sites selection is listed below and the rationale for why 
the criteria have been employed explained further.
4.1.6 Criteria for selection of research sites
1 The Dimension Data/Merchants Benchmarking Report (2008) states that 
49.6% of contact centre workers are engaged in service activity, 17.7% in
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telephone sales work, 27.8% in combined activity and 4.8% in marketing. The 
purposive selection of the research sites was based on the probability that the 
phenomena in which I was interested -  the perceptions and attitudes of people 
working in call centres would be found where sales or service work was 
carried out. Therefore the first criterion was the organisation will have a call 
or contact centre, which they use to sell or service their customer base.
2. Many call centres are run by highly developed, commercially successful 
companies who might be expected to have well developed human resource 
principles and practices. These organisations, (as shown in the profiles above), 
spend significant amounts of money with the aim of improving working 
conditions in order to achieve increases in productivity. This can include: 
ergonomically correct seating, appropriate lighting, work stations that allow 
communication between agents, well designed rest areas and within limits 
agents may be given discretion regarding the pace of the call. It has been 
pointed out that job resources can play an extrinsic motivational role in agent’s 
behaviour, because resourceful work environments foster the willingness to 
dedicate one’s effort and abilities to the work task (Meijman and Moulder 
1998). Yet, as discussed in Chapter One, YouGov (2007) say average annual 
staff turnover in contact centres is 32% a year. Whilst high staff turnover 
might be associated with poor working conditions, where this is not the case 
attention to ergnomics alone is clearly insufficient to retain staff. Choosing 
resource rich call centre sites offered the possibility of revealing potentially 
less visible psychosocial factors worthy of investigation. Therefore, the second 
criterion chosen was the organisation will be well established in its area o f  
business, ideally a market leader.
3. The ‘North South Divide’ in the UK has been a subject of much academic and 
political interest. The use of language, life expectancy, career opportunities, 
cost of housing, qualifications and average earnings are some of the cultural, 
social and economic differences that have been studied, along with defining 
exactly where the border line is between the industrial north and prosperous 
south. In 2007 Professor Dorling from the University of Sheffield defined the 
North/South boundary as running from above Bristol, through 
Gloucestershire, dividing Coventry and rising above Leicester, before weaving 
below Nottingham and moving above Lincoln. It separates Gainsborough in
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the "South" from Grimsby in the "North". Whilst I recognised that the actor’s 
individual experiences would be unique regardless of their workplace location, 
as discussed in Chapter Three, I considered making comparisons between the 
experiences of groups of actors exposed to different environmental conditions 
potentially beneficial in strengthening the conceptual categories. Therefore the 
third criterion chosen was the two research sites will be situated in different 
geographical locations. (The selection o f the first having implications for the 
choice o f the second).
4. The organisations will operate in different market sectors. (The selection o f  
the first will have implications for the choice o f the second). Again, as in the 
criterion discussed above the rationale here was to strengthen the conceptual 
categories.
5. It has been argued that highly educated and more experienced workers are 
more likely to choose the public sector rather than the private sector for 
employment. (Blank (1985: p211). Stability of employment has been greater in 
call centres in the public sector than in the private sector. (IDS 2004). However, 
according to Kinder (2001) call centres are used less often in the public sector. I 
considered these factors may have a bearing on the relationship and experience 
that public sector workers have with the call centre and as such making 
comparisons with a private sector call centre would again further strengthen the 
conceptual categories. The fifth criterion was therefore the research sites will be 
selected from both the private and public sectors. (Again, the selection o f the first 
site will have implications for the choice o f the second).
A shortlist of 20 organisations was prepared that fitted the above criteria and 
preliminary research was carried out to establish that they used a call or contact 
centre. These organisations included local authorities, utilities, travel, finance, 
education software and telecommunications companies. In the initial list eight major 
organisations were clients of my training and consultancy practice. However, after 
consideration these were removed to avoid any possible conflict of interest in the 
research. The researcher did not know the remaining 12 organisations.
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4.1.7 Gaining access
In order to contact potential sponsors the name of the human resources director was 
identified by telephoning the organisation.
Each director was sent an explanation of the research objectives and an invitation to 
the organisation to participate. A return slip and self-addressed envelope was 
enclosed, (copies in appendix). Two written responses were received declining the 
invitation.
The remaining directors were contacted by telephone to confirm receipt of the letter 
and the aims of the research were restated. Two acceptances were secured. These 
were the university with a call centre and the telecommunications company operating 
a contact centre, as detailed above. Client contracts were written and sent to the 
directors of the research sites.
The timetable for in-depth interviews was as follows: first interviews were carried out 
at the University call centre on 18th June 2001; second interviews were carried out on 
1 February 2002. First interviews were carried out at the Telecoms contact centre on 
25th May 2001 ; second interviews were carried out on 29th January 2002.
4.2 Case study components
In section 3.5 Yin (1994) reminded us that for case studies there are five components, 
which are especially important:
1. A study’s questions.
2. Its propositions, if any
3. Its unit(s) of analysis
4. The logic linking the data to the propositions, and
5. The criteria for interpreting the findings
These elements are referred to below to explain how the research methods were 
applied.
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4.2.1 The study’s questions
Remembering, the overarching research question, as stated in Chapter one, was: 
“What are the attitudes and perceptions of people working in a call centre?” 
with subsidiary questions, which became research aims (RA), defined as:
R.A 1) How did staff understand and identify with the espoused mission, objectives 
and values of their organisation?
R.A 2) What were the feelings and tensions related to salary, job satisfaction and 
motivation as experienced by employees?
RA 3) How were recruitment, training, line management supervision and support 
provided by the organisation viewed by workers?
RA 4) How did employees perceive their feelings might be related to the service the 
customer received?
RA 5) What changes would employees make to improve service to customers?
RA 6) What changes would employees like to see or make in their working 
environments?
As discussed in Chapter One, the purpose of this enquiry was to provide fresh insight 
into the relationship call centre workers had with their work environment by 
examining and illuminating their perceptions and attitudes. This focus determined the 
research strategy as predominantly exploratory.
4.2.2 Propositions
As the topic was the subject of exploration this study did not need to state a formal 
proposition (after Yin 1994: p21).
4.2.3 Unit of Analysis
The unit of analysis were the perceptions and attitudes of people working in a call 
centre.
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From the literature, according to Clandinin (1998) methods for the study of personal 
experience are simultaneously focused in four directions: inward and outward, 
backward and forward. These are defined as
“Inward meaning the internal conditions of feelings, hopes, aesthetic reactions 
and moral dispositions. By outward we mean existential conditions that is the 
environment or reality. Backwards and forwards refers to temporality, past, 
present, and future. To experience an experience is to experience it 
simultaneously in these four ways and to ask questions pointing each way.” 
(1998: p!58).
Charon (2007) says: “humans perceive; they look at objects in their situation.” He 
quotes Mead who calls “perception” the active ongoing process of selecting objects 
out of the environment, those objects that can be used to achieve the actor’s goals.” 
(2007: p i24).
Patton (1990) states, “when looking at the same scene, design or object, different 
people will see different things. What people “see” is highly dependent on their 
interests, biases, and backgrounds. Culture, early childhood socialisation and values 
instruct our vision and interpretation of events” (Patton, 1990: p200).
As discussed in Chapter One section 1.1, an attitude has been defined as the beliefs 
and feelings towards an object that predisposes an individual to act in a certain way.
It was stated in Chapter One section 1.1 more could be heard of the voices of those 
working at the frontline in customer service and their views about the issues they face. 
The majority of corporate press releases regarding call and contact centres focus on 
issues from a managerial or financial perspective. Industry benchmarking reports 
(Merchants, IDS) attempt to provide an objective view of metrics, statistics, salaries 
attrition and technology and largely cater for the same audience.
The research aims (numbers 1-4) described in section 4.2.1 can be categorised as 
primary research aims and aims (5-6) as secondary. This is because aims 1- 4 draw on 
workers direct work experience and aims 5-6 ask them to envisage the future. 
Specifically, RA5) asks the actors about the changes they would make to improve the
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service customers receive. RA 6) asks them to imagine the changes they would make 
in the working environment.
4.2.4 Topical information gathering questions
From the literature, Miles (1979) warns of the real possibility of being overwhelmed 
by a mass of unstructured data and cautions management and organisation scholars to 
begin their analysis with specifying theory to narrow and direct their analysis. Any 
theory is subject to change based on the data gathered. Although I chose not to take 
specific constructs from the literature to measure in interview protocols and 
questionnaires, the topical information gathering questions written prior to the first 
interview had relevance to the literature, without setting the terms for what might be 
discovered.
4.2.5 Length of service
Some variation has been reported in studies regarding call centre employees length of 
service. Bain and Taylor (2002) found the average stay for an agent or customer 
service representative was 3 years and 10 months (20021 p 253) IDS (2004) report the 
average length of employment for basic job grades ranged from six weeks to five 
years, with a median of two years, almost the same figures as 2003 (2004: pl9). 
Holman and Wood (2004) show agents with a tenure of 2 years 8 months, team 
leader/first-line supervisors having 3 years 7 months and Managers (above team 
leaders) 4 years 8 months.
According to Taylor and Bain (2002) basic job grades in the call centre are typically 
described as: advisor, agent, operator and customer service representative (CSR) 
(2002: p 253).
The DTI (2004) study of the UK contact centre industry reported that agents 
account for 83% of contact centre staff. Hook (1998) in his survey of agents in call 
centre found the gender split was 60% female to 40% male. Other studies show 
female employees make up around 70% of the call centrework force in a number of 
different local and national labour market contexts (See Richardson and Marshall 
(1996); IDS, (1997); Mitial (1998); Bain and Taylor, (1999); Buchanan and Koch 
Schulte, (1999); Breathnach, 2000; CWU, 2000)
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4.2.6 Interview format
The gender of the participants was expected to be visible to the researcher however 
their length of service and role was a good starting point for the interview. Denzin and 
Lincoln (1998) state:
“because the goal of unstructured interviewing is understanding (their italics), 
it becomes paramount for the researcher to establish rapport. He or she must 
be able to see the situation from their perspective, rather than impose the 
world of academia and preconceptions upon them” (1998: p 60).
Denzin and Lincoln (2000) continue:
“all of us who have done fieldwork know how critical the initial interactions in 
the field are, as a precursor to establishing trust and rapport’’(2000: p 54).
Another researcher, Janesick (2000) supports this saying:
“ by establishing trust and rapport at the beginning of the study, the researcher 
is better able to capture the nuances and meanings of each participant’s life 
from the participant’s point of view. This ensures the participant will be more 
willing to share everything, warts and all, with the researcher”(2000: p384).
The first two questions (Q1 & Q2) below were therefore selected to establish basic 
details and sensitizing information that tuned the researcher into the actors and to 
provide the actors with a starting point from which they could talk, experience being 
heard and build an initial rapport. It was the researcher’s experience that the answers 
to these first two questions were often volunteered by the actors by way of 
introducing themselves.
Ql. How long have you worked for the organisation/call/contact centre?
Q2. What is your role?
When these questions were asked directly confirmation of the basic details were given 
quickly and sometimes used by the actors to begin to tell their story.
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The aims of Q3 & Q4 were to enquire into the actor’s perceptions of their work 
environments. These next two questions were important in revealing the actor’s 
beliefs and feelings about their workplace and challenged them to articulate their 
perceptions. From an interview dynamic, they encouraged the respondent to go 
deeper into self-disclosure, after the relative simplicity of Ql & Q2.
From an industry perspective in 2000, when this research began, according to IDS 
(2000) three-in-ten call centres reported a problem with recruitment and four-in-ten 
reported a problem with staff turnover. The average reported staff turnover across all 
of the call centres in the IDS (2000) survey was 20 per cent and rates ranged from 1 to 
80 per cent. The intensity o f the call centre environment was cited, but not defined, as 
the cause of staff turnover, mentioned by more than four-in-ten companies. 
Competition for staff from other call centres was reported as the next most prevalent 
factor IDS (2000: p 6). Whilst rates of pay may be easily compared from centre to 
centre, it was my view that "intensity o f the environment’ was a term that needed 
definition in a specific context to be understood. From my own training and work 
experience the type of phoning activity, particularly if outbound can be regarded by 
some people as intense whilst others find answering a high volume of incoming calls 
challenging, even if managing the content (sales or service) is well within their 
capability. The intensity of emotion experienced can also be heightened when linked 
to dealing with challenges particularly if the individual feels their surrounding culture 
is unsupportive.
Q3. IFW are f&e cW/eMgea f&e ca/Z/coMfacf cenfre
Q4. How would you describe the culture?
Q3 & Q4 helped discover the social situation of the actors, as defined by them, 
illuminating the organisational and cultural pressures they perceived. According to 
Charon (2007) culture is negotiated, developed and shared (2007: 168). These 
questions were able to both guide the interview (after Strauss and Corbin 1998: p 77) 
and reveal specific sociopsychological processes of significance in the workplace, in 
terms of their meaning to the actors.
144
As discussed in section 1.2 Subsidiary questions, (SQ1) I sought to discover how staff 
understood and identified with the espoused mission, objectives and values of their 
organisation. As an ex call centre worker myself these espoused elements had been 
important to me as points of identification with the organisation. The literature echoed 
my work experience, as showed in Chapter Two, that mission statements can be a top 
down communication from senior management forming an intrinsic element of the 
psychological contract. Psychological contract breach by employers in call centres has 
been linked to lack of trust and higher levels of absenteeism, (Deery et al 2006). This 
led me to question:
Q5. What do you understand to be the mission, vision, and values o f the 
call/contact centre?
Q5 revealed the actor’s perception and views regarding the espoused mission, vision 
and values of their organisation and offered leads as to their knowledge and 
identification with organisational aims.
From the call centre literature, Edwards, (1979); Callaghan and Thompson, (2001), 
observed that a range of normative, bureaucratic and other managerial practices are 
used to reinforce target attainment. As discussed in Chapter Two, Bain et al (2002) 
argue that target setting is at the heart of management strategy in call centres and its 
imposition is a key factor in a growing number of managerial dilemmas and high 
levels of employee dissatisfaction. They assert that the methods used to control and 
measure aspects of employee performance, include ‘hard’ quantitative factors, 
such as number of calls answered and average handling time as well as ‘soft’ 
interactive elements such as ‘rapport’ and ‘pride in the company’ and that these 
are grounded in the application of Taylorist techniques. (2002: p 183).
As an ex call centre worker I had worked in highly targeted environments and had 
experienced the emotional highs and lows associated with achieving or missing sales 
targets. Based on my own work experience I recognised the demands associated with 
targets noted by other researchers but observed that the literature appeared to discount 
job satisfaction. Therefore, to find out what targets staff worked to achieve and the 
surrounding issues, I asked:
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Q6. What objectives, goals and targets are important here?
Goals and targets are at the sharp end of call centre life. Q6 helped me to understand 
actor’s perceptions and attitudes related to their goals and targets, the use of power, 
workload and in particular managerial support.
In SQ2 I asked a question to illuminate the feelings and tensions of actors regarding 
their salaries, job satisfaction and motivation. From the literature, Hertzberg’s (1966) 
two-factor theory of motivation suggests workers feel good when certain factors are 
present and feel bad when they are missing. According to Hertzberg (1966) Hygiene 
factors are described as salary, status, security, working conditions supervision and 
company policy. ‘Motivation factors are defined as achievement, advancement, 
recognition, growth, responsibility, and the work itself. To discover issues related to 
motivation I asked:
Q7. How motivated are you and others to work here?
Q7 helped me to understand the actor’s perceptions and attitudes towards their work 
and what motivated them. It was the researcher’s work experience that some call 
centre front line staff became more skilled as they gained experience and progressed 
to more demanding projects or roles, on or off the phones. Call handling was, 
therefore, for some an entry point into the organisation. High staff turnover rates can 
suggest a poor match at recruitment between the needs of the organisation and that of 
the individual and shortfalls in the recruitment process. I was also curious regarding 
perceptions of the possible complexity of call centre work (as indicated in Chapter 
two -  the quality and quantity model by Taylor and Bain (2002) and the actor’s own 
constructions of work identity, for example, did they perceive themselves as someone 
with the capabilities of a knowledge worker or service worker?
I therefore sought to find out:
Q8. What skills and attributes are sought in new staff at recruitment?
Q9. How good a match is the people recruitedfor the job?
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Q8 & Q9 were helpful in revealing perceptions associated with the recruitment 
process and staff attrition, as shown in section 5.3.
IDS (2000) stated that one-in-six firms surveyed provided training of a week or less, 
and a similar proportion provided six weeks or more. The typical length of initial 
training was two to four weeks, and usually the training was provided in-house.
(2000: p35). By 2004 IDS reported that many call centres had improved training and 
development opportunities open to call centre staff. More coaching was given to 
recruits, often pairing them with an experienced member of staff to guide them 
through their first six months. (2004; p230.) By 2008 Mechants/Dimension Data 
Benchmarking Report show 40 days training as the average for the UK and Europe, 
with Contact Babel (2008) putting the figure at 6 months. Batt (2002) describes how 
high involvement human resource practices ‘emphasise the selective hiring of 
employees with high general skills (or formal education) plus a firm investment in 
initial training” (2002: 588). During my own life and work experience I had 
participated in personal and professional development programmes, in addition to 
skills based training. I was interested in the degree to which others perceived training 
and professional development played a part in the establishing and maintenance of 
workers psychosocial relationship with their environment as well as having a possible 
linkage to staff retention and career development. I therefore sought to explore:
Q10. What training does staff receive?
Q10 helped me to understand how actors perceived the quality and quantity of the 
training input they received and the perceived relationship between training and other 
factors in the workplace.
Ql 1 Focusing on how the actors perceived their managers as a support, I asked:
Q ll. How important are line-managers in determining the application o f new 
skills?
This seemed important because whilst all line managers might ostensibly be involved 
in ensuring that employees utilise new skills, in practice, I had found support provided
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to workers is individual to each organisation and the relationship between employee 
and manager. My work experience had shown me that many factors may be the cause 
or otherwise of such support. According to Deery, Iverson and Walsh (2002) 
insufficient management support may be a symptom of a ‘sacrificial’ human resource 
strategy. Such a sacrificial strategy, where workers are selected on the basis of a high 
customer service orientation and are employed in low discretion work roles under 
close supervision leads to emotional exhaustion and employee withdrawal (Wallace et 
al 2000). This is in contrast with the approach studied by Houlihan (2002) who 
identified a ‘high commitment’ HR strategy where ongoing training, self-management 
and additional skill development were important components.
Sturdy and Fineman (2001 ) argue that apart from these general human resource 
strategies, managers often use tactics that may either reinforce or undermine worker 
commitment. They say:
“much depends on the prevailing culture whose alignment to the human 
resource strategy is sometimes problematic” (2001: 139).
The quality of service a customer receives from a call centre can be determined or 
influenced by factors including the company business model, HR strategies, 
technology, processes and skill and mood of the staff member. The term ‘quality 
of service’ is used to mean the degree to which a customers expectations of service 
are matched or exceeded by the provider.
From the literature, Frenkel (2003) asserts that relentless competition in saturated 
markets encourages management to pursue short -term profit by constantly seeking to 
reduce costs. This raises a contradiction where an organisation is pursuing a value 
added strategy. Customer Service Representatives (CSRs) working in call centre that 
was based on the value added approach are, according to Frenkel (2003) expected to: 
“face the twin demands of achieving high productivity (low average time per 
customer) and high service standards (tailoring service to customer needs, usually 
implying longer time per customer)” 2003: p 361.
These two demands can conflict, with the agent carrying the pressure and tension of 
balancing them whilst speaking with customers. Cognitive Dissonance Theory,
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according to DeAngelis (1994), is one of the most influential theories in social 
psychology (1994: pi 58). It posits that if people hold two psychologically 
inconsistent thoughts, they will experience dissonance. The theory maintains that 
since dissonance is unpleasant, they will attempt to reduce it. I considered the degree 
to which dissonance might be experienced by actors in relationship to the service 
offered could be revealed through the question:
Q12. How does the quality o f service that customers receive differ?
This question helped me to understand how actors perceived differences in service 
supplied by their organisation, gaps in service delivery from an individual perspective 
and their views on how they interacted with the customer.
The rationale for Q13 below is discussed prior to Q10 above.
Q13. What support do people receive?
According to Diener et al (2008) research shows that supervisors and customers 
believe that a happy worker is more productive, makes better decisions and receives 
better performance evaluations from their supervisors. Creativity has also been linked 
to happiness because a good mood facilitates broader thinking and more original 
thoughts (2008: p74). By comparison, according to De Board, (1995) frustration has 
been shown to result in regression in the level of intellectual functioning, increased 
unhappiness, restlessness, and destructiveness. (1995: p58). An enquiry into actor’s 
emotional states in relationship to work offered the potential to reveal insights into the 
issues in the workplace as experienced by the actor and the attitudes, beliefs and 
behaviours they brought to those issues. From this, I asked:
Q14. How do you and others feel about working in the call/contact centre?
Fenkel et al (1999) found that job satisfaction of workers employed in call centres 
(primarily) depended on the intrinsic nature of their work, defined as ‘interesting and 
challenging tasks and influence over work related decisions’ (1999: p243). Frenkel 
(2005) maintains that service workers lacking power and any institutional means
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of collectively expressing their dissatisfaction rely on emotional withdrawal and 
covert opposition. These can manifest in high rates of labour turnover and 
absenteeism (2005: p365). As discussed in Chapter One -  (section 1.4) high staff 
attrition and absenteeism rates in contact centres were discussed as symptoms worthy 
of further attention. Frenkel (2005) goes on to note that management occasionally 
provide conditions that improve employee satisfaction, but most often it is the 
workers themselves who create the conditions for making work more tolerable (2005; 
P369). I sought to hear the dissatisfactions that workers experienced or observed and 
the solutions that they would offer, by asking:
Q15. What changes might be made to the working environment?
Managers have sought the input of the workforce to improve productivity and profits. 
An example of this is Quality Circles, a worldwide managerial movement popular in 
the 1970’s and 1980’s, which aimed to devolve, to some degree, the task of improving 
production methods to workers collectives, (Robson 1988). My own work experience 
was that those closest to the work are frequently able to see how best to improve it’s 
outputs. I considered that some actors might have reservations regarding voluntarily 
suggesting methods in which their employers might have them work harder, whilst 
others would be inclined to offer their opinions. I asked:
Q16. What changes might be made to improve the quality o f service received by 
customers'?
Q16 helped me to understand the actor’s perceptions relevant to changing attitudes, 
behaviours and processes.
As stated earlier, in practice some of the answers to these questions were volunteered 
through conversation that did not always require a direct question. The research 
questions used were not always listed and evolved in each interview as a result of an 
actor sharing their responses, attitudes, perceptions and lived experience.
This is typical of qualitative research according to Stake (1995) who says:
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“qualitative case study seldom proceeds as a survey with the same questions 
asked of each respondent; rather each interviewee is expected to have had 
unique experiences, special stories to tell. The purpose for the most part is not 
to get simple yes and no answers but description of an episode, a linkage, and 
explanation.” ( 1995 : p65)
This emphasis was balanced with the need to reduce the data for analysis to a 
manageable size. As Denzin and Lincoln (1998) state: “the choice of the conceptual 
framework, of research questions, of samples, of the case definition itself and of 
instrumentation all involve anticipatory data reduction, an essential aspect of data 
analysis.” (1998: pi 84)
They continue:
“These choices have a focusing and bounding function, ruling out certain 
variables, relationships, and associated data, and selecting others for attention. 
They also call for creative work. In effect, qualitative designs are not 
copyable, off the shelf patterns, but normally have to be custom- built, revised, 
and “choreographed” (Preissle 1991).
4.2.7 The research participants
Actors volunteered to participate in a focused interview lasting approximately one 
hour (after Merton et al 1990) at each research site. They are detailed below in figures
4.1 showing the University research participants and figure 4.2 showing the 
Telecommunications research participants. Each figure shows the name (which has 
been changed to preserve anonymity) as an indicator of gender, role and code relative 
to taped interview and transcript.
Name
University Call Centre 
Job Title Reference No.
Lucy Omitted at actor's request UC01
Samantha Telephone adviser UC02
Susan Admin team leader UC03
Janet Operations manager UC04
Mandy Senior advisor UC05
Jill Team leader LÎC06
F i g 4 . l
Ib l
Figure 4.1 The Research Participants from the University Call Centre.
Name
Telecom in imioitiu n s Contact Centre 
Job Title Reference No.
Kali Customer service manager TC07
Stuart Training consultant TCOS
All Process and change executive TC09
Annabel Training manager TC10
Melanie Team leader - billing TCI 1
Sharon Customer service agent - faults TC12
Naomi Customer service agent - billing TCI 3
Figure 4.2: The Research Participants from the Telecommunications Contact Centre.
Viewing the actor’s details above shows that the dominant gender is female, with 12 
females and 1 male. Their ages ranged from early twenties to mid fifties. A variety of 
roles were held, including customer service agents, advisers, team leaders, customer 
service manager, commercial manager with operational and business generation 
responsibilities, and specialists responsible for training and process design.
4.2.8. The logic linking the data -  forms of analysis
As stated in section 4.2.2 Propositions - as the topic was the subject of exploration 
this study did not need to state a formal proposition (after Yin 1994: p21).
Stake (1995) states:
“It is easy to try and do too much with a case study to make it both intrinsic 
and instrumental, to make it serve too many audiences. Often it will be useful 
to back away from an extra issue or an extra chapter, that the story may be told 
more briefly, with greater internal reverberation” (1995: p i35).
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The pattern matching techniques used within case study method focused on the 
collective form of analysis, identifying themes and sub themes that emerged from 
actor’s perceptions and attitudes at both sites.
Through the patterning and linking process, described initially in section 3.5 
‘Components of the research design’ and developed in Chapter Five below, 
correspondence, patterns and conditions relevant to the case that assisted with theory 
development were identified.
4.2.9 The criteria for interpreting the findings
From the literature, Yin (1994) states:
“there is no precise way of setting the criteria for interpreting these types of 
findings” (1994: p26).
In Chapter Five, Morgan’s (1986) ‘machines as organisations’ metaphor was used as 
the conceptual framework to understand the broader organisational context that actors 
worked within. Cross-case thematic comparisons of findings were considered.
Taylor and Bain’s (2002) list of quantitative and qualitative call centre workflow 
characteristics, discussed in Chapter Two section 2.2.1 provide indicators of how the 
twin business imperatives of cost minimisation and customization can influence 
peoples perceptions of work conditions. The analytic structure used is detailed in 
section 5.2, Chapter Five.
4.3. Validity, generalizability, reliability, objectivity and triangulation
In the quantitative paradigm validity, generalizability and reliability are key terms 
used in research. Janesick (2000) contends that there is a psychometric assumption 
that in checking qualitative research, the same criterion should be applied (2000: p 
393). Woolcott (1990, 1995) has argued that this is reassignment of measures from 
one paradigm to another is confusing. In the qualitative paradigm, where questions of 
perception, meaning and interpretation are under study, referents, checks and balances 
are used by the researcher that focus on accuracy in description and corresponding 
explanation. A brief exploration of these terms and how they apply to the study are 
detailed below.
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4.3.1 Validity
Validity, in qualitative research is to do with the credibility of the explanation 
provided by the researcher having analysed the data. Using grounded theory, constant 
comparative analysis determines that all the properties of the categories are sought in 
the context in which they were found. The properties become theoretical variables, 
with their relationships specified.
4.3.2 Generalizability
Yin (1994: p36) counters critics who complain that case studies are difficult to make 
generalisations from. He states: “analysts fall into the trap of trying to select a 
‘representative’ case or set of cases.” He argues “an analyst should try to generalise 
findings to theory, analogous to the way a scientist generalises from experimental 
results to theory.” He also points out that the scientist does not attempt to select 
‘representative’ experiments.
This criterion was applied through the identification of multiple actors’ perceptions 
and experiences. Denzin and Lincoln (1998) state: “looking at multiple actors in 
multiple settings enhances generalisability; the key processes, constructs, and 
explanations in play can be tested in several different configurations” (1998: p33)
As stated earlier, in grounded theory generalisability is addressed through detailed 
description during data collection, assigning of code and building a category.
4.3.3 Reliability
The value of the case study is its uniqueness. It places primary importance upon the 
uniqueness of the individual’s experience, their perceptions and psychosocial setting. 
As Stake, (1995) states: “ case study research is not sampling research. We do not 
study a case primarily to understand other cases”. (1995: p4)
This is in contrast to Reliability, in the traditional sense of the term, which is 
concerned with the consistency of a variable. External reliability is based on 
examining the degree to which respondents’ replies are the same for two sets of data 
over time, (after Hardy and Bryman (2004: p 22).
Hardy and Bryman (2004) define internal reliability as:
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“an issue that arises in connection with multiple-indicator variables. If a 
variable is internally reliable it is coherent. This means that all the constituent 
indicators are measuring the same thing” (2004: p23).
They go on to cite the use of Cronbach’s alpha as a method for estimating internal 
reliability. This was rejected as not relevant to this study as its use of statistics seemed 
more fitting for quantitative based research.
In this study, second interviews were conducted revisiting the research sites eight 
months after the main interviews, (section 4.2.3). The purpose was to understand 
further the skills and strategies used by agents when dealing with customers, rather 
than re-test reliability as described above. The collection of the secondary data was 
not unduly problematic and was incorporated where relevant within the main data, 
described in Chapter Five.
Yin (1994) states that issues of internal validity arise more in explanatory or causal 
studies rather than descriptive or exploratory studies. He defines these as:
“establishing a causal relationship, whereby certain conditions are shown to 
lead to other conditions, as distinguished from spurious relationships” (1994: 
p33).
Yin guards against the researcher making incorrect conclusions, based on a lack of 
knowledge of all the factors possibly affecting the subject, (1994: p35). He also cites 
the problem of inferences, defining it as where: “an investigator will ‘infer’ that a 
particular event resulted from some earlier occurrence, based on interview and 
documentary evidence collected as part of the case study.”
This was more relevant as it prompted consideration of the correctness of the 
inferences made and if other possibilities had been considered. Where rival 
experiences, perceptions or explanations were voiced these were also considered.
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4.3.4 Objectivity
According to Paton (1990) ‘the ideals of absolute objectivity and value free science 
are impossible to attain in practice and of questionable desirability in the first place 
because they ignore the intrinsically social nature and human purposes of research 
(1990: p 55).
In section 1.3,1 identify the sociological paradigm I work from as interpretive, within 
the social constructivist paradigm, which proposes that reality is socially constructed 
and aims to understand the social world from the point of view of those living within 
it. As a pragmatist, I sought credible, confirmable and meaningful findings and 
entered the research without a theory to prove or predetermined results to support. I 
found Strauss and Corbin’s (1998) definition of objectivity helpful which states:
“ the ability to achieve a certain degree of distance from the research materials and to 
represent them fairly; the ability to listen to the words of respondents and to give them 
a voice independent of that of the researcher” (1998: p 35). This position of neutrality 
towards the data is demonstrated through the analytic process, an overview of which 
is provided in section 4.5.
4.3.5 Triangulation
Patton’s (1990) four methods for triangulation of data sources are cited in section 3.5 
Components of the research design (1990: p467). In applying the research methods it 
was possible to: (1) compare observational data with interview data; and (2) compare 
the perceptions and attitudes of actors employed in different roles. For example, front 
line workers, (agents, advisers and administrative staff) team leaders, and attitudes 
and perceptions expressed by other actors associated with the call centre, such as 
trainers and specialist management personnel. (3) Methodological triangulation (after 
Stake 1995: p 114) following interview and direct observation with document review.
Stake (1995) advises of the need to triangulate descriptive and interpretative 
statements. However, he points out: “due to the time involved only important data and 
claims will be deliberately triangulated” (1995: pi 12). He defines “Importance” as:
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“depends on our intent to being understanding about the case and on the degree to 
which this statement helps clarify the story or differentiate between conflicting 
meaning” (1995: p i 14).
The actors were asked to validate their transcribed interviews, after which 
comparisons were made with other actor’s experiences.
Triangulation may increase confidence in the researcher’s interpretation of the data, 
rather than supply confirmation of a single meaning of an issue. The additional 
experiences or perceptions can provide multidimensional perspectives of an issue 
(after Flick 1992)
4.4 Ethical and procedural considerations
Ethical and procedural issues were considered prior to commencing the research and 
during implementation. These are discussed below. The reader can see the procedures 
put in place to address these areas in the letters, organisational contract and consent 
forms in the appendix.
Brownhill (2000) raised the researcher’s awareness of the historical theoretical 
underpinnings of ethical and moral stances in research and possible ethical dilemmas. 
As a result, when researching principles and working practices for writing the 
organisational contract and consent form the implications of various moral systems 
were considered.
Taking a consequentialist moral standpoint, where the end justifies the means was 
deemed not acceptable, on the basis that even with a justification, this would be an 
abdication of the of the researcher’s responsibility for the consequences of the 
research, (after Cline 2003). I found difficulty in reconciling that principle could be 
separated from the consequences that following those principles might have.
Adopting this stance could potentially leave the research participants in a less than 
satisfactory position.
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Kantian convictions emphasise “reason demands respect for all persons” and “having 
the courage to think for oneself’. These notions are supported the post modernist view 
that research as a living entity necessitates judgement to be made in the moment and 
that ethical action may therefore be different from following an ethical code. I was 
guided by the maxim where Kant (1785) states: “Act in such a way that you always 
treat humanity, whether in your own person or in the person of any other, never 
simply as a means, but always at the same time as an end”. (Kant 1724 -  1804 - 
Knowledge Products 1990 Tape One)
I interpreted this as the researcher holding the responsibility of raising issues with the 
research participants if they believed actors may be in any harm through their 
involvement with the study. This was regardless of the agreed content of the consent 
form or contract, which contractarianism / contractualism, an ethical obligation, might 
be argued to support. I envisaged that access to staff working at the research sites 
would be granted and that their welfare would be my priority.
“Conditions for a Productive Hermeneutic Dialectic”, described by Cuba and Lincoln 
(1989: p91) outline conditions required from the client or sponsor to adhere to. This 
informed the contracting methods used. These include working from a position of 
integrity, honesty and reflexivity. Cuba and Lincoln’s (1989) conditions were:
“Willingness to exclude from negotiations parties unable to communicate 
clearly and effectively; willingness to share power; willingness to change in 
the face of persuasive negotiations; willingness to reconsider value positions 
as appropriate; and a willingness to make the commitments of time and energy 
that may be required”. ( 1989: p91)
Frankfort et al (1992) neatly summarised conduct for the research as:
“Research should be conducted in such a way as to maintain the integrity of 
the research enterprise and not to diminish the potential for conducting 
research in the future” (1992: p88).
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The research was carried out in a competent fashion, as an objective, scientific project 
(after Frankfort, 1992: p89). Previous training in research protocols and procedures 
had been gained from the M.Sc. in Change Agent Skills and Strategies. An eighteen- 
year employment background of working in call/contact centres was preparation for 
the host cultures in which the studies were to be conducted.
In practice, the principles discussed above guided the research by ensuring that:
Informed consent was obtained from all participants for all of the research and where 
possible obtained in writing.
Documentation that explained the purpose and method of the research was carried by 
the researcher and this was volunteered to anyone who requested an explanation for 
the researcher’s presence whilst on site.
Permission was obtained to remove documents from the research sites, which would 
be returned upon final completion of the study.
The researcher had no cause or inclination to engage in any form of deception at any 
point during the research.
No coercion, explicit or overt was used to encourage individuals to participate in the 
research project. Although actors were put forward by their managers all freely 
consented to join motivated by their own interests.
Anonymity of the sites and the identity of those interviewed have been maintained 
throughout the study. The names of the organisations have been omitted from the 
research and geographical locations have been changed. All actors’ names have been 
withheld and transcripts coded.
Differentiation between a code of ethics and code of practice regarding confidentiality 
was considered. This resulted in the researcher guaranteeing confidentiality and 
anonymity of information sources insofar as that can be legally accomplished 
(organisational contract in appendix). Assurances regarding confidentiality of
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sensitive content were given verbally and in writing at the commencement of the 
interviews (appendix). The researcher stopped short of stating all content would be 
kept confidential providing he was not ethically compromised on the basis that it 
might cause participants to censure their stories.
Actors were informed that the tape recorder could be switched off at any time. Actors 
also had the opportunity to review the transcripts of their interviews for accuracy. 
Three subsequently requested that specific content be omitted. A request which was 
complied with, although referring to the literature, technically Frankfort et al (1992) 
state:
“If promises of confidentiality are honoured, investigators need not withhold 
information on misconduct of participants or organisations” (1992: p 91).
Black (1999) state:
“confidentiality of results and anonymity of individual subjects, even of whole 
organisations must be maintained” (1999: p 138).
Explanations of the aims and findings of the completed research were offered to all 
participants as were a fair return should any products or works result from it.
As a general operating principle the researcher sought to anticipate and remove 
potential problems, even those that might remotely be possibilities that could impact 
negatively upon the research participants. Consideration was given regarding raising 
expectations that could not be fulfilled or the creation of unnecessary anxieties.
4.5 Overview of analytic process
After consideration I utilised an analysis method adapted from Miles and Huberman 
(1984) in Yin (1994) and Stake (1995). Elements 1-4 of the analytic technique below 
are recommended by Miles and Huberman’s (1984). This involved putting the raw 
data into different arrays, making a matrix of categories and placing the evidence 
within categories (1994: p i02). Elements 5 -8  below are adapted from Stake’s (1995) 
analysis and interpretation methods (1995: p78) and integrated with modified
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grounded theory method, after Charmaz (2005) An overview of the complete process 
used is described below. The detail of each component follows:
Overview:
1. Transcription of interviews
2. Coding of actor’s transcripts
3. Validation of content and meaning by actors
4. Reduction and elimination of raw data.
5. Pattern matching of raw data categories, using:
(a) - Aggregation of frequencies asking how often did this 
happen?’
(b) - Cross case comparative analysis
6. Modified Grounded Theory Method for in-depth analysis, using:
(a) - Open coding
(b) -  Constant comparative analysis
(c) -  Axial coding
(d) -  Selective coding
7. Utilising the conceptual framework - Direct interpretation -  ‘what did 
that mean?’ Making theoretical sense of the data
8. Writing of summary case narrative descriptions and naturalistic 
generalisations
For the purposes of ease of presentation, items 1-5 are discussed further in this 
Chapter with items 5a -  8 shown in Chapter 5.
Morgan (1986) states: “Practice is never theory-free, for it is always guided by an 
image of what one is trying to do. The real issue is whether or not we are aware of the 
theory guiding our action” (1986: p336). I therefore describe each elements of the 
analytic process below.
4.5.1. Transcription
It was helpful to immerse myself in the data through transcribing the interviews. In 
total, there were 13 interviews. It took between 2 -5  days to transcribe a whole 
interview. The transcription was undertaken as quickly as could be arranged after the
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interview whilst its memory was still strong. Word count of interviews ranged from 
1757 to 4533.
In reviewing the transcripts, I listened to each of the interviews twice, listing every 
attitude and perception. As I transcribed the actual words and phrases spoken, I also 
noted non-verbal and para-linguistic forms of communication heard. These included 
variances in pace, pitch, energy, volume articulation, pauses, and subtle inflections in 
the voice that suggested the participant was experiencing an emotion regarding the 
content of their communication.
An example of the data this assessment process produced was when a participant 
described the challenges the call centre faced there was a brief pause whilst they 
considered the question, followed by a burst of energy as they stated ‘competition’, 
Another example, was a hollow sounding laugh followed by almost inaudible volume 
as they said T am digging myself into a hole here’ suggesting possible apprehension 
that their comments might be construed as criticism towards management.
4.5.2 Coding of actor’s transcripts
The names of the actor were coded to assure confidentiality and the transcriptions sent 
to the actors ‘verbatim’ for validation, with a covering letter for confirmation of 
content and amendments. My assessment notes, as described above, were not sent. All 
were returned within 14 days, without prompting.
4.5.3 Validation of content and meaning:
Some actors (from the university call centre) were concerned to ensure the content 
represented themselves and their organisation well. Accuracy in using the exact words 
of the respondents had been the aim - therefore some of the comments did not read as 
well as they might had the actors been given a prepared list of questions to answer. 
Three actors sent accompanying notes expressing surprise or shock at what they had 
said and a phone call was received which sought to clarify content. Stake (1995: p66) 
says:
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“Interviewees are often dismayed with transcripts not only because of the 
inelegance of their own statements but because they did not convey what was 
intended” (1995: p66).
Amendments and omission requests were noted and addressed. Actors were assured 
that original transcripts and tape recordings of the interviews would be held as 
evidence until the study was finally completed and then destroyed.
Consent forms were sent to all actors, (copy in appendix). The data analysed in the 
study respects the wishes of the actors for anonymity.
4.6 Constraints to the research
The researcher’s own subjectivity was an essential element of understanding within 
the study and integral to the interpretation and synthesis of the data. Introducing a 
secondary researcher or utilising survey method to other sites prior to interview may 
have strengthened the research; however, it was acknowledged that there were 
constraining factors of time and money.
This study does not take into account the customer’s perceptions of service received. 
Whilst this was not central to my question of understanding the actors’ perceptions 
and experiences it would have brought a useful external perspective to the work.
Additional research with senior management at both sites may have revealed a greater 
understanding of the commercial drivers and organisational strategy affecting those in 
the centres.
Patton (1990) states: “there are no perfect research designs. There are always trade­
offs. These trade-offs are necessitated by limited resources, limited time... (1990 p: 
163). This view is supported by Franzosi (2004). He says: “we never have enough 
resources to carry out our ideal projects. So you must be prepared to compromise” 
(2004: p 556).
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4.7 Summary
This chapter details the application of the research methods used in the study. It 
shows the processes and methods of data capture that combined with the analysis and 
findings in the following chapter provide key elements of the thesis.
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Chapter Five: Data Analysis
5.1 Introduction
Focus and simplification in evaluation runs the risk of capturing only a partial picture, 
(Patton 198 l:p 144) To minimise this likelihood a range of analysis methods are 
utilised. The data is analysed using case study method which includes reduction and 
elimination, aggregation of frequencies, comparative analysis and descriptive 
narrative. Modified grounded theory method (GMT) is utilised with open coding, 
axial coding and sensitizing concepts as heuristic devices for the construction of 
empirically grounded categories. An analysis of similarities and differences, grouped 
by research aim is employed. Relevent call centre literature is drawn upon to further 
the research and raise awareness of broader conditions without stifling emerging 
theory. Additional analysis using principles of classical management from 
'Organisations as machines’, after Morgan (1986: p26) and raw data extracts can be 
found in the appendix.
5.2 Pattern matching of raw data categories
The data was grouped into categories, relating directly with the research aims. Stake 
(1995) states:
“at no point in naturalistic case research are the qualitative and quantitative 
techniques less alike than during analysis. The qualitative researcher 
concentrates on the instance, trying to pull it apart and put it back together 
again more meaningfully -analysis and synthesis in direct interpretation. The 
quantitative researcher seeks a collection of instances, expecting that, from the 
aggregate, issue relevant meanings will emerge” (1995: p75).
The data was approached with the question: what could I leam that would enable me 
to understand the perceptions and attitudes of call centre workers as indicated in the 
research aims?
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As I reread the data I became aware of different research orientations within myself, 
the quantitative aspect manifested in seeking the emergence of meaning from 
repetition of phenomena, whilst the qualitative sought to find meaning in the single 
incident.
Stake (1995) states: “sometimes we will find significant meaning in a single instance, 
but usually the important meanings will come from reappearance over and over” 
(1995:p78).
Stake (1995) suggests categorical aggregation of instances until something can be said 
about them as a class and direct interpretation of the individual instance depend 
greatly on the search for patterns, (P78: 1995). These strategies are supported by Yin 
(1994: p i 06). He says: “one of the most desirable strategies is to use a pattern- 
matching logic.” Trochim (in Yinl989) compares an empirically based pattern with a 
predicted one, stating: “if the patterns coincide, the results can help a case strengthen 
its internal validity” ( 1994:p 106).
5.3 Reduction and elimination
To categorise the data by site and theme I undertook the prelimary task of reduction 
and elimination. This involved removing overlapping, repetitive or vague expressions. 
Each piece of text was examined for stress and meaning in the main elements.
Extracts from the interview transcript in section 5.3.1 chart 1 with Mandy, senior 
advisor (UC05), show the process of reduction and elimination
5.3.1 Key extracts from interview - Chart 1
SS. How important would you say the managers are in helping people apply the skills 
that they learn?
Mandy- “Very important. The induction plan helps to monitor and then there is the 
monthly view and so on. The team leaders are prompted along that process to find out 
what skills have been learnt and how well an individual is doing. I really think the 
induction programme is where it happens (1) and we focus on that. Once the 
induction programme is over I am not really sure. Obviously they are a major point of 
contact but in my experience you have to ask them to talk to them. (2)
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Theme -  Managers helping people apply newly learned skills
Example one: induction programme as major training event 
Example two: asking to talk to them
Mandy - "As I mentioned before about reviews, you’ve got different management 
styles where one team leader will consciously talk to their team, on perhaps even a 
monthly basis. If that is the case, they (the team members) will have that opportunity 
to feedback but the majority o f  the teams don’t have that opportunity”.
Theme -  Agent perception of difficulties in communicating with team leaders
Example one - most (agents) don’t get the opportunity to feedback.
After this analysis I listened to the tapes again and reread the interview transcripts 
with the reduced statements to check they were still faithful representations of the 
descriptions from which the essence of the actors attitude or perception could be 
drawn. Significant data items that had apparent meaning for the participants were 
highlighted.
After this validity check, the preliminary clusters and themes began to become 
apparent. I grouped the statements into themes and sub themes.
5.3.2 Identification of paralinguistics
The units of analysis from the university call centre were analysed first. Each 
transcription was read and the tape recording of the interviews listened to again, with 
additional notes made. It was possible to identify how actors perceived specific events 
by listening to paralinguistics. For example: vocal tone, volume, pace of speech and 
articulation in addition to the words used. For example, (TC08) recalling the 
experience of finding that the majority of new recruits he had trained had left after 
only a few weeks was one of ‘surprise and shock’. This was suggested by the words 
chosen and emphasis placed on the end of the sentence, followed by a long pause 
where eye contact had been made.
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For example:
“Once I’ve trained them I can’t see them in the call centre and watch over them or 
anything like that. I’ve got to go on and do other courses... but you try and keep close 
liaison with them, find out how they are doing and how they are feeling. Four weeks 
later I’ll go and find out what they thought of it (the training course), because that’s 
when they’re putting the job into practice, and they’ve gone. ”
(Extract from intemiew with Stuart TC08 Communications trainer).
This enabled the identification of elements for further investigation. Significant 
individual views and perceptions were selected. Each were coded to the actor and 
research site, grouped into themes and pasted onto flipchart paper. The criterion for 
‘significance’ was defined as whether further exploration would assist in the 
achievement of the research aims. This included etic issues that arose outside of the 
individual, and emic in that they emerged from the data, and were personal to the 
individual. ‘Career progression’ (which later became work opportunities in Chapter 
six fig 6.1 Choice and Responsibility) is an example of an emic topic that emerged 
within both sites. As expected, some data collected was not relevant and was 
discarded.
Pasting the actor’s verbatim comments onto flip chart paper made a display, which 
could be spread across a wall. This helped view the participant’s descriptions as a 
whole recognising emergent themes, and grouping them into clusters, which became 
the data for comparative analysis
By viewing the data on the flipcharts frequencies, similarities and differences related 
to attitudes and perceptions from each actor were identified.
The process was repeated for the units of analysis at the Telecoms contact centre and 
compared with the raw data from the first site enabling further identification of 
similarities and differences at a preliminary level.
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5.4 Aggregation of frequencies
Taking Stakes (1995) suggestion to show an ‘aggregation of frequencies’ (in section 
5.2), a ratio was used after Bachor (2000). This permitted evidence to be selected for 
inclusion in the research that minimised the possibility of researcher bias and showed 
the evidential basis of the case study. This ratio is based on the number of actors 
raising a point within a theme divided by the total number of actors participating in 
the research. For example: if the theme of a response to a question was: 
“communication issues” and there were 13 actors, 13/13 would mean that all actors 
had shared attitudes or perceptions within this theme.
This ratio applied diagrammatically is shown in tables 5.1 and 5.2 below. The black 
border within which the circles are placed signifies the ‘universe’ of themes identified 
at each site. The size of each circle denotes the number of actors who raised issues 
contained within that theme. For example: In table 5.1 University Call Centre themes, 
5 themes are of identical size, indicating that they were the most discussed at 
interview. Within the same diagram, a second smaller size, comprising of two themes, 
and finally a third size of 5 themes. The numerical ratios upon which these diagrams 
are based are shown in appendix C: 4.
As a basic tool of analysis the use of this ratio does not preclude significant data being 
introduced in the case study that is unrepresented from an emic perspective. Its use is 
to illustrate diagrammatically issues most discussed by the actors that would benefit 
from in-depth analysis.
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In table 5.2 one main theme is identified with two secondary themes as salient.
To read the table in the appendix, the first two letters indicate the research site where 
the actor worked. Therefore, UC is University Call Centre; TC is the 
Telecommunications Contact Centre. The numerals indicate the person
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raising an issue within the areas listed within each research aim on the left hand 
column. The ordering of the numbers was determined by the sequence of the 
interviews. The sequence is listed below:
University call centre:
Lucy, (job title omitted at actor’s request) (UC01), Samantha, telephone adviser 
(UC02), Susan, admin team leader (UC03), Janet, operations manager (UC04), 
Mandy senior adviser (UC05), Jill team leader (UC06).
Telecommunications contact centre
Kali, Customer service manager (TC07), Stuart, training consultant (TCOS), AH, 
process and change executive (TC09), Annabel, training manager (TC10),
Melanie, team leader - billing (TCI 1), Sharon, customer service agent - faults (TCI2) 
Naomi, customer service agent -  billing (TCI3).
5.5 On writing case narrative descriptions
Examination of the data within the conceptual frameworks : Principles of classical 
management theory, (appendix). Analysis of similarities and differences at research 
sites, grouped by research aim (below) is based on posing and answering relevant 
questions using significant data, (Yin (1994). It identified central themes with 
associated issues and conflicts within the worker’s attitudes and perceptions. To 
summarise the themes were:
At the UCC:
•The Centre objectives, the commercial drivers for change, proposed changes 
and the readiness of staff to change.
• The staffs feelings towards their work, salary and working conditions, the 
role of recruitment, management, training and the environment.
• The changes staff wanted to see to improve their working environments and
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the quality of service to customers.
At the TCC:
• The Centre objectives, the commercial drivers for change, the effect of ongoing 
change on culture, management and staff.
• The staffs feelings towards their work, salary and working conditions, the role of 
recruitment, management, training and the environment.
• The changes staff wanted to see to improve their working environments and 
the quality of service to customers.
Yin’s (1994) suggested style of presentation fitted well with the thematic analysis and 
the format of the research aims. Summary narrative descriptions, based on this style 
and written to the approximate recommended length are shown below. Due to the 
breadth of significant data and multiple meanings conveyed therein, there is no single 
point to the narratives, nor are they used to prove anything. Rather, they are written as 
an attempt to provide illustrations of the significant data and convey a written portrait 
of human experience, after Stake (1995: p 79). To help with this, actors’ names have 
been used, rather than sample codes, and these have been changed to preserve 
confidentiality.
5.5.1 The University call centre summary narrative
From inside the quiet meeting room where I sat, I could see the long rows of desks 
and computers still busy with staff taking calls. A busy hum of afternoon conversation 
filled the main call centre area.
Although staff had been waiting for new furniture for two years, people joining 
generally liked the visual appearance of the University call centre. Set up 6 years ago, 
it was clean, brightly lit with high ceilings, giving it a spacious feeling. The air 
conditioning kept a cool temperature even on a hot day in June like today.
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Sitting upright in the meeting room chair I looked back over my days notes. I thought 
about the six people I ’d met, a mix of managers, team leaders and advisers. They had 
all voiced individual understandings of the call centre objectives’: “answering student 
enquiries, ‘retention of existing students,” “to have as many students as we can and 
give them the best service that we can,” and “be open to change.”
Some could remember when the call centre was first set up, like Samantha, a 
telephone advisor and Susan a team leader. They told me the centre had recruited 
clerical staff when it first opened. People had to adjust to new ways of working. 
Samantha was one of them, she had mixed memories of that time, saying: “a lot of 
clerical staff were resentful, depressed or left.” Although she felt at first she had: “no 
choice but to do the work, she now liked it.”
Some of the old tensions were still evident. Lucy (title omitted) said pointedly: “sales 
and studying don’t go well together.” Working routines and dress codes in the centre 
were veiy different from Faculty. Restricted breaks, no eating or 
drinking at desks, calls being monitored and smart business dress were examples. 
“Half of the University staff feel sorry for us, and half are all for us,” said Mandy. 
Some call centre staff accused the University of: “being in the dark ages” and half 
jokingly said: “ the lecturers look like they are from the seventies.”
Lucy and Samantha believed that what they termed: “the clerical culture” of the 
University was “at odds with sales targets.” There were university targets for 
registrations, but not for the call centre or individual agent targets. This surprised 
them as they had worked in highly targeted call centres prior to joining the UCC.
Maximising registrations was a hot topic for management who recognised the 
marketing spend on attracting enquiries might not be supported by the structure or 
skills in the call centre. They grappled with how to resolve the problem. The more 
experienced staff preferred to take the detailed, technical calls that allowed them to 
draw on their specialist knowledge. Some staff said those advisers would be best 
placed to spot the hot sales opportunities with first enquiries.
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However, initial enquiries and brochure requests required, on the face of it, simpler 
skills and were generally regarded by the staff as ‘tedious and boring’.
During summer the University advertised heavily to fill its courses. I was informed as 
much as 80% of some advisors work would involve taking such calls and inputting 
contact details into the computer.
Janet, an operations manager believed: “we provide a high value service. I know from 
working here and having been a student. People go out of their way to help”. Lucy 
also told me: “the product is very good”. Janet said: “giving the right information will 
increase sales” and that: “the university was trying to change to become more sales 
orientated”.
But establishing an Achievement ideology in the call centre was not without its 
complications. Salary and remuneration, often linked to motivation was an issue.
Lucy believed that: “staff don’t get paid as much as in other call centres.” Susan, an 
admin team leader and Mandy a senior advisor, both thought the pay was a 
disincentive - “ we can’t attract the right people”. Advisors thought the amount of 
phone work was underplayed when recruiting new staff. Janet said: “people assume 
they’ll be doing other things.” Mandy believed that: “people want to work for the 
University but dislike the call centre. Lucy informed me staff attrition was: “about 
20%” .
Money “was a motivator” for Samantha. It also seemed to be so for Mandy who 
wondered: “would they get training and be paid for selling courses?”
In the call centre, a ‘dress down’ day was held each Friday, where staff wore casual 
clothes. Outside visitors were discouraged to preserve a business like image, which 
could be conveyed through the voice, letter and email.
Theme days and competitions might be used but management trod a thin line between 
keeping people interested in the job and laying themselves open to charges of “ being 
patronising” or “not treating staff as adults.”
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Extending the opening hours had been piloted. This was driven by the external need 
to: “be competitive” with other Universities and Learn Direct. Samantha, who 
worked on the phones, had initially found this “a shock.” Jill, another team leader 
pointed out: “lots of people had said there was no time for lunch, with the new hours.” 
Some thought it was too unpopular a measure to be adopted however, I sensed a 
resignation from most staff that this was the next inevitable change.
Staff had been briefed on the change in working hours, but some had forgotten about 
it. I heard there was still an unsettling sense of: “plans being discussed behind closed 
doors,” one advisor said. They continued: “More communication was wanted to 
individuals.”
Team leaders were the key to finding out management’s plans. Jill, a team leader, told 
me they met with the head of the call centre each morning. Samantha was concerned 
that unless her team leader relayed the information to her each day she would miss 
out. Missing out could involve not receiving information on jobs, courses or 
campaigns. Team leaders held power. Another advisor thought some team leaders 
were less than forthcoming with information, saying: “you have to ask them.”
Team leaders were held responsible for the professional development of their staff. 
There were mixed views about how effective they were in this or if it was possible. 
Some staff wanted more “interest and recognition” from their managers. Criticism 
was made regarding the lack of coaching and the usefulness of appraisals. “They 
provide little direction and are not challenging enough,” one advisor said. Faculty 
provided training workshops in specialist subjects, such as Law. Mandy, a senior 
adviser commented: “an ongoing training, such as NVQs or University recognised 
courses would be beneficial.” Susan admitted: “they had little outside training to 
compare with what was given to staff.” Soft skills training had been delivered when 
the centre first opened but staffs upset about their change in job roles dwarfed 
opportunities for learning.
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Janet believed: “some staff didn’t want to develop.” Development was linked to 
promotion and some staff offered themselves as: “living proof’ that promotion was 
possible. It was regarded as down to the individual and their own desire.
Management of emotions, particularly negativity was important. Negativity impacted 
upon the customers perception of the call -  “if you feel fed up you sound fed up”, 
Susan said. Janet stated: “it can be done, if you’re feeling demotivated -  you can put 
on a good front.” But others were not so sure.
Samantha said: “ if you are feeling negative it’s very difficult to stop that coming 
over.” Team leaders were expected to address issues of negativity,” Lucy told me.
She continued: “negativity affects other workers.” But, it seemed team leaders had 
varying abilities to engage with their staff.
There was a sense of wanting to do one’s best at work from the staff.
Susan told me that in the absence of individual targets: “a lot of people put pressure 
on themselves.” Staff who’d been unable to cope with the work had also been given 
support.
Staff wanted to have changes in the centre. For some, these included changes to 
improve standards of service to the customer, such as staying open till 9.00pm, 
receiving ongoing training and qualifications that recognised “they were doing a good 
job.” And changes for themselves, such as allowing them to eat and drink at their 
desks, more pay and communication from management.
As I closed my notebook I wondered how successful they would be in realising them.
5.5.2. The Telecommunications contact centre summary narrative
It was a warm June morning as I turned into the entrance to the business park. My eye 
caught the sign for the Telecom Contact Centre. It was large, as was the rectangular 
three-storey brick building stretching behind it across the business park. I parked, 
found the glass revolving doors, was badged up at reception and waited for Kali, the 
customer service manager. I didn’t have to wait long.
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Kali shook my hand and we confirmed the schedule for the day. I had 6 interviews 
arranged. Kali was my first. We sat down in a large meeting room and in a business 
like manner she started to talk about the company. It had impressive objectives: ‘to 
be the leading global provider of Internet and data solutions to business.’ ‘ A financial 
powerhouse, built on a century of experience.’
The Financial Times had written about it as ‘a company flush with cash.’ It boasted a 
list of industry awards and accreditations.
Kali talked quickly and articulately. I learned the company had faced tough 
commercial challenges. To survive it had redefined its products and services, sold off 
non - core businesses and made large - scale redundancies. The call centre was 
changing to a contact centre and in the process of major changes in structure and 
technology. She made it sound straightforward.
As I listened to others that day, not all were so clear on the company direction: “I 
can’t see how the plans are going to come together,” Melanie, a team leader, had said. 
“ Someone, somewhere, must have a plan,” said another. There was uncertainty. 
Management were criticised: ‘only the boys at the top know what the plans are’ and 
‘higher management have always been bad at communication’.
The recent redundancies and subsequent team changes had affected staff morale, 
which was said to be at an all time low. Some seemed in the aftermath of shock and 
were dealing with it as best they could: ‘I’m one of the lucky ones, left to cany on 
with the work.’ Feelings of relief at still having a job, sadness at losing friends and 
colleagues, and individual concerns for the future were shared.
Some staff had experienced 5 or 6 team changes in 12 months. A team change each 
quarter was not uncommon. Staff objected to the short notice they received: “you find 
you are changing on Monday morning,” Naomi told me.
They seemed to rapidly go from one reorganisation to another. The image of a punch- 
drunk wrestler going from bout to the next came to mind. Melanie said: “after a while
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you don’t get excited about the work anymore”. Stuart told me: “people feel they just 
want to come in, do the job and go home”.
Melanie considered the effect of the changes for a while and then said: “we accept 
more than we should and don’t question enough”.
Managers recognised that staff no longer felt loyal to the company and were 
attempting to rebuild that emotional connection. The centre had set up ‘improvement 
clubs’ aimed at increasing staff participation, but only a small minority of agents were 
involved. Managers feared that other agents might leave. Staff talked about the new 
contact centre being built around the comer. I picked up a stalwart sense of keeping 
going with business as usual and the hope that the move would improve everything.
A lot seemed to be invested in it.
I heard that staff feelings towards their pay and work varied. Although there hadn’t 
been a pay rise that year, the first time for 7 years, the work was highly paid in 
comparison with other local employers. Some thought the benefits, which included 
health care and maternity benefit were excellent. The company was:
“ A market leader you could be proud to work for,” Sharon a customer service agent 
who dealt with faults told me.
The recruitment process for full time staff was highly selective. Once employed, 
many agents enjoyed the increasing complexity of the queries they were asked to 
resolve as they progressed in their career. The hours were good, in that they weren’t 
as long as other local employers, but the work could be exhausting - ‘agents are 
absolutely drained at the end of a shift’, Stuart a trainer said.
Social relationships were important and agents ‘put up with things’ to keep their jobs 
and friends. Tensions and contradictions were disclosed. Being pushed to develop 
professionally was a hassle for some who just wanted to do their jobs. Team leaders 
encouraged them to set development goals they would find ‘motivating’, but they 
didn’t. The irony was the new skills helped them to find other jobs elsewhere. One 
agent said: “being held responsible for customer satisfaction or ‘empowered’ to make
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decisions and then told off when you left 5 minutes early was annoying”. So was: 
“putting in extra hours to help the company out which you couldn’t get back because 
the company was too busy or the managers too inflexible, - bring in flexitime!”
Training budgets and delivery times had been slashed from 6 weeks to 2 weeks for 
induction.” I was told: “tight time frames mean detail and quality are sacrificed.” -  
another said: “saving money is driving the changes.”
Agents were now encouraged to ‘self learn’ at their desks using training packages and 
the intranet between customer calls. Some operational managers believed training 
was: “constantly being delivered,” but not everyone was happy about it. Training 
staff said: “the time was too short and agents didn’t have enough product knowledge”. 
Time seemed to be at a premium throughout the business.
Management had tried to encourage coaching. Training courses had been run to help 
team leaders in: “using questions so the advisor finds their own solutions.” Not all 
agents had found this approach helpful. One described it as: “ being asked ‘what 
would you do? By someone who knows the answer when you don’t and you just want 
the answer to help the customer who’s waiting on the phone”.
Sharon, who was an advisor told me: “there is no time to develop -  we pride 
ourselves on developing our people but we can’t follow through.”
Staff were encouraged and incentivised to sell additional products and services, such 
as telephone lines. It was big business - £3.5 million extra sales last year alone. 
Melanie said, “the agents ability to recognise an opportunity is key.” She thought that: 
“ lack of technical knowledge was holding back sales.” But I was told some staff felt 
uncomfortable with selling. Staff joked about up selling: “do you want to go large 
with that?” comparing it with McDonald's, the fast food restaurant. The new 
customer tiers prevented others from making a pitch: “business customers on 5 year 
contracts have their own account and service managers.” For Naomi, combining a 
sales and service remit was: “the last thing I’ll do!”
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New customer tiers had brought challenges for managers who had to give staff greater 
authority and access to credit levels. Melanie said: “we are finding the balance 
between constant monitoring and saying ‘you are an adult’. She continued: “we are 
learning to say: ‘ok I trust you, if you screw up I’ll deal with it.” Another challenge 
was the developing ‘transfer culture’ where customers were passed around between 
work groups when trying to get their query resolved.
Team leaders were responsible for monitoring staff, ensuring their development and 
meeting their targets. Annabel, the training manger, admitted: “there are different 
degrees of ability the in team leaders skills.” Product knowledge was lacking. Naomi 
discussing her team leader said: “if I spoke a bit of jargon she wouldn’t have a clue.” 
Sharon couldn’t understand why team leaders didn’t help their teams more. She 
stated: “they just blatantly seem to ignore them -  are they on a power craze?” Some 
of the more experienced team leaders were said to be very good, but the younger ones 
“took the praise and did nothing to help”. Sharon thought management were unaware 
of how disliked some of the team leaders were: “after all, they are not here on the 
floor to see it.”
Team leaders were often under pressure to achieve targets clearly visible to all in the 
centre. Stuart told me: “on some days they run around like headless chickens shouting 
to the agents: ‘ Calls waiting! On the phones! On the phones!”
Conflicting targets between departments were an issue. One staff member described 
how she had to fight credit controllers who put bills into ‘query’ so they didn’t have 
to collect them.
Kali, Annabel and Sharon all told me the systems didn’t help. They were 
“cumbersome,” “too many of them to operate at the same time,” and “they didn’t talk 
to each other.” Staff might juggle between 5, 6 or even 12 in a day.
I sensed that agents were balancing the needs of the centre, their managers, team 
leaders and their customers. However, this wasn’t always possible. Naomi, a C.S.R. 
in billing said: “customers are shouting because they expect good service, staff get 
stressed, go sick or just leave”.
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Sharon thought the attrition rate was higher in the call centre than elsewhere in the 
business, perhaps 20%. Kali said “those that stay, stay between 7 -9 years.
Stuart, in training, thought the attrition rate was nearer 50%. He said: “ I could count 
on one hand the number of people left from groups I’ve trained.”
I wondered how staff felt about their work. There were different opinions:
Naomi said: “if you went round and asked the floor they’d all say they hated it. It’s 
the change’, everyone’s demoralised, no pay rise, everything kind of built up. I think 
it will take quite a long time for management to make the workforce feel happy”.
Melanie was more positive: “we all have a choice, if you are desperately unhappy you 
will leave, but on the whole I think we are good. Of course you have your bad days 
but we are all here for the same thing. We pride ourselves on giving good customer 
service, understanding the customers needs, supporting your colleagues, getting 
through, and making as much money as possible”.
When I asked about changes to improve the quality of service customers received and 
changes they wished to have in the centre for themselves, staff was vociferous in their 
responses. A wealth of suggestions poured forth including: “greater staff ownership of 
calls, more communication from management, recognition and thanks from 
management, team and technology changes, recruitment processes, and flexible 
working hours,” the list went on. Some thought management would “listen to their 
ideas, but it would be another thing to see them act on them”.
As I left I wondered what the coming months would bring.
Footnote:
Both summary narratives are vignettes composed of significant data at each site. 
Charles Brauner (1974) cautions against “narrative fraud” by over focus on rare and 
vivid moments that happen to coincide with the researcher’s predilections. I have 
therefore chosen first person as a writing style to make clear my thoughts and
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feelings, as distinct from the actors. I have also attempted to balance accuracy, 
inclusivity and brevity of content.
5.6. Comparison of themes and sub themes
Hardy and Bryman (2004) state: “one of the most common approaches to content 
analysis is thematic analysis, where the coding system is based on categories designed 
to capture the dominant themes present in the text” (2004:p550). To aid transparency 
and to assist with cross case analysis, the central attitude or perception has been 
transcribed with the words of the actor and included with the actor’s code, within each 
sub theme.
Within the 6 research aims there were 87 themes identified across the two sites with a 
further 42 sub themes for the University call centre (UCC) and 63 within the 
Telecoms Call Centre (TCC). (As stated, because of space considerations these are 
listed in the appendix.)
5.6.1 The main influences and variables
The main influences and variables upon perceptions of call centre working emerging 
from the field related data were found to be:
1. The organisational context
2. Knowing the direction of the organisation
3. Recruitment practices
4. Nature of work
5. Line manager assistance
6. Salary
7. Training and development
8. Communication
9. Choice
10. Working conditions
1. The organisational context
Attitudes and perceptions of actors were found to be influenced by the organisational 
context. This is defined as the external and internal factors impacting and effecting the
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organisations of which the centres were a part. The internal factors were found to be 
associated with external factors. For example. Economic crisis (external) with 
redundancies (internal). Variables across the study were observed as:
External Market Forces with the values of competitiveness, profitability, return to 
shareholders and market share. Internal Forces included redundancy, budget 
restrictions, and operational change.
2. Knowing the direction of the company
When staff was aware of the broad strategic direction of the organisation some actors 
accepted changes to their working conditions more readily. Those actor’s responses 
suggested they perceived the organisation’s vision, objectives and values positively 
and there appeared to be a greater identification with the organisation and overcoming 
the challenges it faced. It was not always necessary for staff to have extensive detailed 
information to consider themselves knowledgeable. One actor voiced that the 
company aim was “the transition from a call to contact centre” and declared in the 
same breath “ it’s a quality company” (TC07)
This personal identification with the organisation is shown in other data examples 
where a little information about the organisational aim was attached to a positive 
statement, such as: “we give them the best service we can” (UC03), “you can be 
proud to work for a market leader (TC11). This was sharply contrasted with 
statements from those who perceived not knowing the company direction, such as: “I 
can’t see how the plans are all going to come together” (TCI 1) or “there is a lack of 
direction from senior management” (TC07). Some actors believed that management 
deliberately withheld company strategy and there was an accompanying emotional 
reaction to not being told. For example: “Plans are discussed behind closed doors...I 
find it unsettling not knowing the plans” (UC05).
As a researcher, I had a sense of exclusion from some actors who felt denied the 
opportunity to share in or witness management decision-making effecting the 
organisation. This exclusion seemed to have a constraining influence in that lack of 
information prohibited them from taking a position on company issues and by 
implication, their own futures. It was also said to impact negatively upon their energy 
towards their work. One actor said “ Not knowing plans makes people uncertain”.
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(TCI 1). An interesting gender dynamic was suggested by another actor who said: 
“only the boys at the top know what the plans are” (TC08).
Charges of withholding information were contested by management who seemed 
unaware of the extent to which knowing the direction of the company was valued by 
staff. One said:
“From the employee satisfaction survey we know there is a degree of 
dissatisfaction with the environment and communication. We’ve put in place a 
communications manager to tiy and address that. I think the perception is that 
management is not cascading much information down to the troops, as they 
should be, when in fact anything that isn’t confidential is cascaded” (TC10).
As a variable, ‘knowing the direction of the company’ had the values of knowledge, 
limited knowledge and no knowledge. It had the properties of being told the direction 
by those determining it, which appears to be a feature of how staff perceived 
management communication. It is therefore associated with, but separate from, 
Communication, which is discussed below. Knowing the direction of the company 
has a significance that extends beyond the practical day to day logistics of who does 
what and when. The researcher suggests that it symbolises being recognised as 
trustworthy, through the sharing of information. This assertion is supported by 
further evidence from the data in the interview transcript with Samantha in section
5.3.2. below.
3. Recruitment Practices
Recruitment practices as a variable ranged from ‘effective’ to ‘ineffective.’ Data from 
the field suggests that perceptions of ‘effective’ were synomous with ‘rigorous’ and 
‘thorough’ and were applied to staff screening and assessment processes. The use of 
‘ineffective’ was synonymous with an outcome measured by high staff attrition rates, 
which were thought ‘wasteful’ (TC08) with new starters for frontline positions only 
staying for a few weeks before leaving. A good match between employer and 
employee might therefore be a period of service that at least meets the national 
average, in the region of 2.5 years. Effective recruitment can be defined in utilitarian 
terms as a process where the new starter’s competencies and job profile are matched 
with the functional requirements of the organisation, they are given accurate 
information and an experience of call centre working that aligns expectations prior to
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being hired. From the data this was found to be frequently not the case. Actors said 
new starters didn’t realise the exacting nature of the role. For example: " people 
assume they’ll be doing other things (thanphoning)” (UC04) and “I didn’t know I 
was going to be on the phones all day” (UC05). Salary was perceived as an influence 
upon the organisation’s ability to recruit effectively. Perceptions of an uncompetitive 
salary were reported as a disincentive to recruitment. (UC04, UC02)
Although it may be tempting to attribute low staff turnover to rigorous recruitment 
practices, other variables and influences are instrumental in actors choosing and 
continuing to decide to work for an organisation.
4. Nature of work
Many actors said they sought work that they experienced as ‘interesting, ‘challenging’ 
and ‘rewarding.’ The type of work that fitted that criteria was found to be dependent 
upon the particular actor’s evaluation at a specific time which was fluid and changing. 
For example, one person said, “I had no choice (when I  started) but now I like the 
work” (UC03). The ‘work’ comprised of simple to complex customer interaction 
(after Taylor et al 2002 -  table one work employment and society in Chapter 2). The 
consensus was that simple calls were useful for new starters to gain experience but 
more complex work that tested the knowledge of the agent and enabled them to see an 
outcome was enjoyed more. For example, from the data, ‘people enjoy detailed calls 
more’ (UC01) ‘ I like resolving queries, seeing an end result and having 
responsibility' (TCI2). Complex work can therefore be defined as that which engages 
the intellectual ability and emotions of the actor. For some, as evidenced by the data 
from the field, this can include a sense of completion and accountability for the 
outcome. It is suggested that an element of challenge should be present for all, for 
work to be evaluated as ‘complex.’ Responding to ‘straightforward’ calls, where the 
level of challenge is low, is appropriate for a new starter as they will be learning 
whilst performing operational tasks and gaining confidence as their work experience 
increases. For a seasoned worker, a simple call is unlikely to be enough. As Bandura 
(1997) states:
“ It is the self satisfaction derived from personal triumphs over lofty peaks that 
provide the exhilaration. Remove the personal challenges, and crawling over 
rocks becomes quite boring” (1997: p 219.)
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It is therefore, the actor’s self-evaluation of their own performances and 
corresponding internal interaction with themselves that constitute the sense of 
accomplishment.
5.Line manager assistance
Line manager assistance ranged from ‘effective’ to ‘ineffective’ and is associated with 
‘working conditions.’ Perceptions of line manager assistance from front line staff 
varied considerably with values ranging from ‘brilliant’ ‘to shouldn’t even be there’. 
Managers, not surprisingly, had a more positive view of the help they gave. Actors in 
the field had an expectation of receiving support, encouragement and recognition to 
achieve in their roles by their managers. These constitute the values of ‘effective’ 
within the variable. ‘Ineffective has the values of ‘confuse,’ ‘ignore’ and 
‘demotivate.’ The data suggests the later were more frequent perceptions. Being 
given conflicting information and lack of management attention were cited as sources 
of confusion (UC01). Lack of management interest was reported as demotivating 
(UC05). Conflicting reports of pressure to develop were given. Appraisals took place 
yearly, but were said to lack challenge and direction (UC05). Staff were said to be 
‘pushed hard to develop’ at the Telecoms centre, regardless of whether they agreed 
and were given no time to use materials to learn at work. It was not allowed to remove 
learning materials from the premises so home study was not possible. Actor’s 
reported lying to avoid confrontation regarding non performance at appraisal times, 
though frequently their manager had changed so there was little likelihood of 
discovery. (TCI2).
A surprising and salient discovery was the limited knowledge of some line managers 
in the technical aspects of their teams work. This lack of knowledge impacted 
significantly on workers attitudes and perceptions of being unsupported and 
undermined the manager’s credibility.
6. Salary
Salary ranges from ‘underpaid’ ‘fair’ and ‘over-paid’ and is associated with the 
variable ‘working conditions.’ A fair salary is one that can be defined as 
commensurate with expectations. Some actors perceived themselves as underpaid 
based on other call centres (UC01). Other staff acknowledged they were ‘very, very 
well paid’ compared with surrounding call centres (TC08/TC07). Even when
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comparatively well paid, salary levels and hours worked were an issue when pay rise 
expectations were not met because of poor company performance (TCI 1/TC12). Non­
payment of a promised pay rise assumed a high symbolic significance when found to 
conflict with the organisation’s espoused values. As one actor said: “one of our core 
values is we recognise and reward people -  we didn’t do it” (TCI 1). Reward for this 
actor has monetary value that appears to be exclusive.
7. Training and Development
To perform to the organisation’s standards training was given to staff. Development 
was shown on company documents but not referred to by employees. Training took 
the form of systems, process and ‘soft skills’ incorporating communication and 
customer service. Mediums for delivery included face-to-face in the classroom 
courses, Internet and home study. This was found to be insufficient. For training to be 
judged as effective by recipients it had to have the properties of being timely in 
delivery and relevant in terms of content to satisfy customer needs. Time to absorb 
new information and practice the skills was a contributory factor to how the training 
was received but was not always available. Training and development, as a variable 
was perceived as ‘sufficient’ or ‘insufficient’ and can be dependent upon and subject 
to the organisational context.
As one actor said:
“New product training is not always good because we haven’t got enough 
information. It’s not the trainer’s fault; the company is rushing it through at 
the last minute. They have found out the week before that these calls are 
coming in and they don’t have the time to prepare fully enough to provide the 
CSAs with full understanding - 1 know from experience because we get 
landed with processes right at the last minute and then we pass them to 
training to learn them and pass them out”(TC09).
Development (incorporating reinforcement) was perceived as dependent upon training 
and was chronologically perceived as occurring subsequent to formal training.
8. Communication
Communication, as a variable ranges from ‘poor’ to ‘good’ to ‘excellent’ and has the 
dimensions of intentionality and unintentionality. Intentionality and instinct and can 
be learned. Within SI communication of words (symbols) are used to create and
187
interpret social reality with self (through thinking) and others. It is a linguistic 
framework through which meaning is given to events and actions are determined. 
Communication is the means, by which the actors defined themselves and their 
relationship to others, evaluated theirs and others actions, developed a self-concept 
and established a social identity. The experience of self is presumed to be a constant 
therefore as one communicates to another, one is simultaneously communicating with 
self.
From the field data it is apparent that actors desired more intentional communication 
from management that positively addressed their concerns. In the absence of 
intentional communication, unintentional communication was interpreted by staff as 
negative. For example, non communication regarding requests for training were 
perceived as ‘being ignored’, non-engagement by team leaders with direct reports 
were perceived as ‘being on a power-craze’, senior management were thought of as 
‘making decisions behind closed doors’ and their motives distrusted.
9. Choice
The freedom to choose by the individual is fundamental to the SI perspective. This is 
a departure from traditional social science which tends to view the actor as a victim of 
their past conditioning, biology, society and own attitudes held.
Charon (2007) summarises how SI conceptualises the ‘free’ person as:
1. Freedom to make choices in what we do and decide for ourselves what are 
thoughts and actions shall be.
2. Freedom assumes the actor has a socialised self that allows the actor to 
perceive and act back on himself or herself and through this take control over 
other forces around him or her.
3. Freedom means that the actor does not simply respond to the environment but 
is instead able to appraise, define, understand, label, categorize and act on it in 
creative ways.
4. Freedom means the actor is constantly defining and redefining self, others, and 
environment. It assumes the actor has many perspectives, much knowledge, 
identities, societies and choices that are able to be applied in situations.”
(2007: pl91)
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From the criteria above the role of choice in facilitating a perception of freedom is 
evident.
SI does not assert that all action is always directed by symbolic interaction with 
the self. Non conscious action, habit and impulse are responses to stimuli that do 
not benefit from conscious thinking, problem solving, taking the role of the other 
and as such are restrictions upon our ability to choose to deal with new situations 
in the most effective way.
Choice as a variable has the values of conscious and non-conscious action. From 
the data there is evidence that some actors did not consider themselves able to 
choose or perceive themselves very free to act in the way that they wanted on a 
day-to-day basis. This did not mean that they were not making choices but that 
they appeared constrained by others definitions of them or by how they had 
defined themselves and their circumstances. There was also evidence that actors 
were consciously choosing to act back on their environment. Example are actors 
who experienced themselves determining their own career paths by defining their 
own work opportunities that involved them being promoted to roles with greater 
responsibility.
10. Working conditions
From the data it was clear that having sufficient headcount to manage the call traffic 
was key to reducing stress in the centre and likely to improve the quality of the 
communication to the customer. Insufficient staffing levels resulted in higher caller 
abandonment rates, panic in team leaders monitoring the metrics and transference of 
anxiety to staff. Actors reported that stress of this nature was the cause of staff 
leaving. ‘Resources’ was therefore a dependent variable within ‘working conditions’ 
with the values of sufficient and insufficient.
Multiple computer systems operating simultaneously made for a difficult customer 
interaction, management and recording of transactions for an arduous working 
experience. An important variable is therefore ‘Functionality’ related to the computer 
and telephony equipment. Functionality has the dimensions of ‘capability’ and ‘ease
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of use’ and values of ‘integrated or ‘non-integrated’ as defined in the CCDM model in 
Chapter 2.
Work environment had dependent variables defined as: furniture (with values of new 
and old, ergonomic and traditional), workspace with values of confined and spacious 
lighting and values of natural or artificial.
5.7 Using Grounded Theory Method (GTM) -  open coding & constant 
comparative analysis
Following preliminary analysis GTM enabled a closer analysis of the data. In the two 
interviews below open coding and constant comparative analysis using theoretical 
memos are shown.
These examples illustrate how the researcher engaged in and recorded the intellectual 
conversations about the data and gained the analytical distance to move further away 
from description into conceptualisation.
According to Strauss and Corbin (1998) open coding and constant comparative 
analysis assists the distinction between major and minor codes and categories and 
“maintains a storehouse of analytical ideas available for sorting, ordering, reordering 
and retrieval. It facilitates the generation of theory” (1998: 220).
5.7.1 Interview with Stuart
Stuart works as a training consultant. He is employed by the contact centre and has 
worked there for 7 years. Prior to moving into training he worked as an adviser.
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Extracts from data
SS -  Please tell me a bit 
more about your role and 
the challenges the call 
centre is facing...
Open coding Theoretical memos
Stuart -  My role is 
changing now quite 
dramatically. We used to 
run specific courses for 
the call centre but with the 
changes that conspired 
there’s no call centre 
training team any more.
1-Major changes in the 
job.
2-Role call centre courses 
cancelled.
3-Uninvited change.
Stuart seems resigned to 
his revised job role and at 
the effect of the changes. 
He uses ‘conspired’, to 
describe them. To what 
extent does he perceive the 
changes as orchestrated 
and imposed against him, 
without his knowledge?
SS -  So what’s that like?
Stuart -  It’s hard at the 
moment because I’ve seen 
a lot of my close friends 
and colleagues made 
redundant. I’m one of the 
fortunate ones that have 
been left behind if you 
like to carry on the work.
4-Effect of mass 
redundancies.
5-Relief at escaping 
redundancy.
Dealing with the emotional 
aftermath of losing friends 
-  survivor syndrome.
He has kept his job but to 
what extent does he still 
identify with the company 
mission/purpose?
SS -  How has this 
affected your work?
Stuart -  Colleagues 
coming for training have 
barriers straight away. 
They’re negative, feeling 
down, morale’s low. 
You’ve got to work 
around that because your 
feelings aren’t great. 
You’ve got to hide your 
feelings from them and 
still deliver a top-notch 
training programme.
6-Working with 
colleagues negative 
emotions.
7-Managing own feelings 
to get the job done.
8-‘Emotional labour.’
Stuart represents the 
company objectives 
through his training 
delivery. He seems to 
suppress his own feelings 
to cope. Who supports 
him?
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SS -  What support do you 
and others receive?
Stuart -  Our boss is 
located in the States and 
he pretty much leaves you 
to it. Whatever decision 
you make he’ll support 
you 110% and that’s how 
I like to work.
9-Remote management. Stuart is left to make his 
own decisions and says he 
likes it. My sense is Stuart 
would like more emotional 
support. Is he denying his 
need for support as a way 
Of looking tough/coping?
SS -  How good a match is 
there between the people 
recruited and the 
organisation?
Stuart -  There’s no match 
at all. If I look over the 
last eighteen months I can 
count on one hand the 
number of people left that 
I have trained, and I’ve 
trained a hell of a lot of 
people.
10-High staff turnover Were they a good match at 
recruitment stage or did the 
management style/ working 
conditions deter them?
What coping strategies 
does Stuart have to deal 
with the high staff turnover 
rate and resulting transient 
nature of his training work?
SS -  What’s the pay like?
Stuart -  They start of at 
£13,250 and after six 
months you can be earning 
£15,000. For call centre 
work is very, very well 
paid.
11-Salary Pay is fairly typical of CSR 
salary levels for call centre 
work in UK.
SS -  How important and 
effective are the managers 
and team leaders in 
helping the agents put new 
skills into practice?
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Stuart - They’re not 
hugely effective. They’ve 
got their own pressures 
and a lot of work to do 
them selves. They have a 
team of 10 or 12 people, 
sometimes more. If they 
were allowed to lead a 
team maybe things would 
improve. The agents are 
not getting the support 
they should get.
12-Ineffective assistance 
from line managers.
13-Defending work 
colleagues.
14-Size of team.
15-Team leaders 
constrained.
16-Agents unsupported.
The sense is of the 
organisation imposing 
constraints/controls upon 
the managers.
Size of team is typical of 
commercial operations. 
Why can’t they lead their 
teams?
What is the lack of support 
and its impact upon the 
agents?
Stuart - Agents are not 
getting the training fast 
enough. We are told “look 
on the Internet, we can’t 
train you! Look in 
between calls! ” You 
haven’t got the time. You 
have work to do in 
between calls.
17- Delays in training 
provision
18 -Conflicting work 
demands
Frustration at inability of 
organisation to support 
staff
Stuart identifies with the 
agents. He is dissatisfied 
with support they receive. 
Asking agents to access 
online training between 
customer calls is perceived 
as unrealistic.
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Stuart - We promote a 
good service. Calls are 
coming through, 
customers are asking 
about the products, they 
(the agents) don’t know 
anything about them and 
customers are shouting at 
them because they expect 
a good service. Agents 
can’t give it so they’ll get 
stressed and go off sick 
with stress or just walk 
out.
Stuart - Customers want 
to hear a human voice 
rather than someone 
quoting chapter and verse
19-Company sets 
customer expectations 
through external 
marketing
20 -Company is providing 
insufficient support
21-Customer expectations 
not met
22-Staff absorb customer 
anger
23-Staff go sick or leave
24- Perceived unfulfilled 
emotional needs of 
customer
Stuart perceives that staff 
frustration and inability to 
meet customer expectations 
or resolve issues internally 
results in them feeling 
pressured/ stressed.
To what degree do 
sickness/turnover rates 
reflect lack of management 
support?
Data suggests there may be 
a linkage between working 
conditions and staff 
absence and attrition.
Is there a regulatory 
requirement for customers 
to receive certain text in 
their conversations? If so, 
is this being read at them 
by agents?
Conversational/empathy 
skills of agents may be 
lacking or perhaps their 
mood is affecting their 
vocal delivery.
Stuart -  “They need to 
improve morale, it’s at an 
all time low. If morale is 
high then level of service 
will be high as well for 
sure”
SS. How do people feel 
about working here?
25 - Morale is low and 
management responsible.
26 -  Morale at all time 
low
27 -  Morale and level of 
service is linked
Stuart believes that 
management could and 
should increase morale of 
the staff. He appears 
dependent and reactive. 
Stuart’s comments support 
the 4 happy worker 
provides a good service’ 
theory.
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Stuart -People feel they 
just want to come in, do 
their job and go home. 
They want their breaks 
and full lunch. There is 
never going to be any ‘go 
the extra mile’ because its 
all been take, take, take.
28 - Meeting the 
contractual requirement of 
the job
29 - Withdrawal of staff 
good will and 
discretionary work
Stuart perceives that 
colleagues have withdrawn 
emotionally because they 
have been over demanded 
of. The organisation is 
perceived as ‘taking’ more 
than ‘giving’ -  is this 
perception of an inequitable 
relationship that staff 
attempt to balance a salient 
factor?
Stuart - Between eight 
and six. The hours aren’t 
too bad, but for the work 
you put you are absolutely 
drained at the end of the 
day.
30-Emotionally 
exhausting work
If work is as exhausting as 
Stuart says, this may 
provide an explanation why 
staff fully utilise their 
breaks.
Stuart- Calls have 
increased because of 
downsizing and because 
of more customers. There 
are people in there taking 
70 -  80 calls a day and 
others only 20 -30 calls.
I listen to backbiting about 
it everyday.
31-Redundancies have 
increase workload
32-Increased calls from 
more customers
3 3-Unfair distribution of 
workload
34-Staff release pressure 
through peer 
communication
Stuart perceives the effects 
of the changes in the 
organisation have created 
an unfair workload for 
individuals.
Stuart seems resigned to 
listening to colleagues 
complaints
SS -  So, what objectives 
or targets are important 
here?
Stuart -  It (targets) comes 
from the top down, 
managers to team leaders 
to agents. Muck only rolls 
one way -  down and it 
lands on the agents at the 
bottom.
35-Top down goal/target 
directives
36- Agents at the bottom
Stuart appears to have 
negative associations with 
goals and targets.
Stuart sees the agents as 
bearing the brunt of the 
organisational pressure to 
achieve targets.
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Stuart -Team leaders run 
around the centre like 
headless chickens 
shouting all the 
time“we’ve got calls 
queuing, we’ve got calls 
queuing!” They (the 
agents) know that, they 
are doing the best they can 
under the circumstances.
37 - Headless chickens
38- Calls queuing -team- 
leaders as policemen
39 -  Agents coping under 
pressure
Stuart sees the team leaders 
enforcing attainment of key 
metric of ‘calls waiting’ 
upon the agents. The 
headless chickens 
description and shouting 
suggests a frenzied panic 
and added pressure brought 
to bear upon the agents.
The inference is that the 
agents are too slow (and 
therefore at fault) in 
dealing with the calls. Were 
enough people on shift to 
deal with the demand?
5.7.2 Interview with Samantha
Samantha is employed as a telephone adviser. She has worked at the University Call 
Centre for 6 years and has worked in customer service roles for 10 years.
To reduce volume, only the respondent’s account is given unless it is helpful to 
include interviewers questions to illustrate theoretical build.
Extracts from data Open coding Theoretical memos
Samantha - We’re here to 
answer students enquires. 
We have a lot of students 
phoning for brochures, 
some phone for general 
advice and we also take 
reservations”.
1 -Thejob
Samantha - 1 don’t really 
know that actually”.
2-Not aware of mission or 
values
Samantha - The major 
challenges have been 
converting to a call centre, 
increased competition and 
retention. We need to 
increase the number of 
students that we have.
3-Challenge of converting 
to a call centre
4-Challenge of increasing 
competition
5-Tension to increase 
student enrolment
6-Challenge of increasing 
student retention
Samantha seems aware of 
current challenges
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SS. What goals or targets 
are important here?
Samantha - Up until now 
I don’t think we’ve 
perceived ourselves as 
sales people and its been 
hinted at that in the future 
we will be expected to be 
sales orientated. The job 
has changed but we 
haven’t.
Selling a course is quite 
difficult; they vary a lot on 
price, content and 
difficulty. You need an 
understanding of the 
course content and the 
caller’s background. Its 
not like they’re buying a 
bag of sugar.
7-Becoming sales people
8-Hints of the future
Samantha perceives her 
job will be changing but 
she has not agreed to it. 
How has this affected the 
way she relates to her job?
Samantha seems daunted 
by the prospect of 
promoting the courses -  
does she think she has the 
skills? Has she received 
training?
SS. What training does 
staff receive?
Samantha - One-to-one 
on the phones then on the 
phones yourself but 
usually its just on the 
phones. You start on the 
brochure line with an 
advisor listening in to you 
and then you go onto the 
general enquiry line which 
is where you can get 
anything thrown at you.
9-Induction Training
10-Brochure line for new 
recruits
11-General enquiry line 
for experienced staff.
12-Gaps in training
13-Knowledge as a 
prerequisite to feeling 
comfortable
Sales training has not been 
included as part of the 
training programme.
Does Samantha perceive 
herself as a target?
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Samantha -The training is 
ok but it could be 
improved upon. There is a 
lot of knowledge that you 
need to have before you 
feel comfortable on the 
phone.
Learning what questions to 
ask is the main thing, 
getting people to say 
exactly what it is they 
want”
14 -Training needs 
improvement
15-Questioning skills
How could the training be 
improved upon? Is this a 
salient perception of other 
people?
SS. How important are 
managers and team leaders 
in helping people put their 
new skills into practice?
Samantha -Some will 
help more than others. If a 
team leader doesn’t appear 
to have any ability then the 
staff will be reluctant to 
ask them questions, they 
will work around the team 
leader.
16-Team leader ability
17-Working around the 
team leader
How does Samantha 
perceive her team leader? 
Does she receive the 
support she needs?
Samantha -They’re the 
link between us and the 
head of the call centre. The 
team leaders have a 
meeting and unless you are 
told you can be in the dark 
about what’s happening 
and miss out. I’m lucky, 
my team leaders very 
good, but you can see the 
effect. They have a pivotal 
role.
18-Team leaders as a vital 
link in the information 
flow
Decisions appear to be 
made at the top by the head 
of the call centre.
Samantha’s perception of 
Tuck’ in having a 
communicative manager 
suggests an insecure 
working environment. 
What strategies does she 
have if her Tuck’ runs out?
Samantha - We have a 
big thing in here at the 
moment about not being 
allowed to have tea and 
coffee at the desks. A lot 
of us have worked at call 
centres where it is 
allowed. We’ve queried it 
and the answer we get is 
that if we spill coffee on
19-Refreshment issue
20-Challenging the regime
Samantha speaks in the 
plural; does this suggest 
others feel the same way? 
How widespread is this 
view about refreshments? 
Is the issue about being 
controlled?
The rules are perceived as 
unnecessarily regimented
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the desks it could get into 
the wires. It’s rather like 
being treated like a child. 
It would make life a lot 
pleasanter, even if it was 
just when you arrived in 
the morning to be able to 
have a cup of coffee.
21-Paternalistic culture
by her
Is this a single issue of 
contention or part of a 
larger discontent?
Samantha -Spill it on the 
wires! Obviously I can see 
why. The rationale must 
be that we can’t be trusted.
22-We can’t be trusted
Again, Samantha speaks in 
the plural. Is she speaking 
on behalf of the group 
consciously or does she 
use it to defend and 
increase her authority?SS. How motivated are 
you and others to work 
here?
Samantha - We all get a
bit fed up because the 
nature of the job is 
repetitive and a quite 
tedious and we might let 
that show to students. I 
think a little variety in 
what we do would help a 
lot -  some time off the 
phones -  half a day a week 
or something.”
23- Repetitive and tedious 
work
24-Seeking variety in the 
role
Samantha’s job is 
answering the phone.
Samantha seems to 
experience being 
responsible to two bosses 
for her behaviour- the 
students and her manager
SS. Right...
Samantha - If you’re 
feeling negative it’s very 
difficult to stop that 
coming over. It can be 
done. If you’re feeling de­
motivated you can put on a 
good front.
25-Letting the professional 
guard slip
26-Managing negative 
emotions
Samantha appears to try 
and sound positive even 
when she doesn’t feel like 
it, a necessary part of the 
job
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Samantha - In the past 
they’ve tried to do things 
like ‘you’ve got so many 
reservations and you get 
an Easter egg. Well, we’re 
not kids. Quite frankly I 
think that was more of a 
de-motivator. If I want an 
Easter egg I’ll go out and 
buy one.”
27-Easter Eggs
28-Perceptions of being 
patronised
29 - 1 am not a child
Samantha is dismissive of 
management attempts to 
incentivise/make fun out of 
the registration process.
Samantha seems angry 
about introducing Easter 
eggs as incentives. She is 
quick to voice her 
economic independence.
SS. So, how would you 
describe the culture here?
Samantha - Not all call 
centres are like this.
I think this one is more 
relaxed and friendly.
30 -Comparing current 
and past working 
environments.
31-Defending the 
organisation
Is Samantha rationalising 
to avoid further 
confrontation?
Is Samantha now 
concerned about appearing 
negative in this interview?
SS. What skills and 
attributes are sought by the 
call centre?
Samantha - 1 had a
telephone interview first 
and then a face-to-face 
interview. We had a group 
meeting and then you had 
to write a letter. The job 
description was sent out 
when you replied to the ad.
32-The recruitment 
process
Samantha has described 
aspects of the recruitment 
process. The process 
appears to lack 
psychometric testing, 
which is common.
SS. How does the quality 
of service that customers 
receive differ?
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Samantha -  If the
business school is busy we 
take their calls as an 
overflow into the general 
line. The general line is 
taken by anyone that is 
available.
Samantha - If you speak 
to one of the business 
school team you might get 
more in depth advice than 
if there was no one 
available to take your call.
Samantha-There is no
prioritisation, or if there is 
we don’t know about it
33-Receiving incoming 
calls on the general line
34 -  In-depth advice from 
the business school
The general line can be 
answered by any of the 
agents, including 
temporary staff.
Customers are perceived to 
receive a better service 
when the business school 
is not busy and they can 
speak to faculty directly.
5.8 Axial Coding
This section carries out analysis of the theoretical memos as axial coding to make 
connections between categories and their sub -  categories and to show the beginnings 
of a paradigm model. Axial coding treats a category as an axis around which the 
analyst delineates relationships and specifies the dimensions of the category. Its major 
purpose is to bring the data back together as a coherent whole after line-by-line 
coding (after Bryant & Charmaz (2007: p 603). Relational dimensions in the 
interaction are identified using the criterion discussed in section 3.5.1. Theoretical 
codes and categories are linked into paradigm families.
Diagrams are offered as visual rather than written memos and depict the relationship 
among concepts (Strauss & Corbin 1998: p 218). Diagramming is a means of 
illustrating the categories hierarchically illustrating which category emerges as the 
core category and which are sub-categories; properties of abstract categories etc. 
According to Strauss and Corbin, diagrams are crucial to developing theory (1998:
p220).
The list below shows the theoretical coding that make up the taxonomies of 
conceptual relationships from which my emerging theory was built.
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• Managing negative thoughts and feelings in self and others
• Suppressing own thoughts and feelings
• Uninvited change
• Survivor syndrome
• Not being trusted
• Being treated like a child
• Regimented work environment
• Paternalistic culture
• Working around the team leader
• Reluctant salespeople
• Gaps in training
• Emotional exhaustion
• Low morale
• Conflicting work demands
• Resignation
• Limited options
These concepts are illustrated diagrammatically in a form to be built upon, as shown 
in the examples overleaf:
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Dealing with others 
negativity
Fear o f  acting 
‘unprofessionally’
CATEGORY: ‘Emotional Labour’
Figure 5.3 Emotional labour
In figure 5.3, attitudes, comprising of beliefs and feelings and perceptions with 
accompanying intentions are shown.
The concept of emotional labour lends itself as a category title. Emotional labour has 
been explored in a number of studies, including (James 1989; Ogbanna and 
Wilkinson, 1990; Filby, 1992; Wharton, 1996; Taylor 1998; Bolton 2000 and 
Thompson 2002. The term was first developed by A.R Hochschild (1983) and 
postulates that being friendly/nice in service work is frequently not a spontaneous act 
of emotion but a normed sentiment that is an expected part of work performance, 
often measured in terms of customer satisfaction.
The following figures 5.4 and 5.5 are examples of more concepts clustered to develop 
a theoretical category.
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Imposed change‘Conspiracy’ of circumstances
Capitulation
Frustration
Resentment
CATEGORY: Resignation
Figure 5.4 Resignation
Agents
unsupported
Conflicting work 
pressures
‘Heavy
workload’
Team leaders not 
leading
CATEGORY: Limited options
Figure 5.5 Limited options
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A partial taxonomy of positive attributes is.
• Taking pride in the company
• Enjoying detailed calls
• Resolving difficult queries
• Helping customers
• Loving the work environment
• Willingness to develop and learn
• Ability to self motivate
• Giving encouragement
• Initiating and receiving communication
• Taking responsibility for outcome
• Valuing skills development
• Reflexivity
5.9 Topic orientated categories
Glaser & Strauss (1967) maintain that an empirically grounded theory usually 
combines categories and hypotheses which have emerged from the data with concepts 
arising from the researcher’s previous theoretical knowledge 1967:46). They are 
supported by Relie (2007) who states:
“the construction of theoretical categories, whether empirically grounded or 
not, cannot start ab ovo, but have to draw on already existing stocks of 
knowledge”(pl97: 2007).
In building heuristic topic orientated categories I sought to relate them to important 
phenomena in the field either directly identified through initial coding or from my 
knowledge of call centre working and from the literature. These categories fitted 
various kinds of social reality and did not require a forcing of theoretical concepts 
onto the data.
Relie (2007) states:
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“Heuristic categories play the role of a theoretical axis or a skeleton to which 
the flesh of empirically contentful information from the research domain is 
added. The goal is to develop empirically grounded categories and 
propositions between those categories” (2007: p210).
In Fig 5.3 Mapping of Themes -  Positive and Negative Attitudes and Perceptions at 
the University Call Centre and Fig 5.4 Positive and Negative Attitudes and 
Perceptions at the Telecoms Contact Centre the development of heuristic categories 
are shown below. Theoretical sensitivity (after Glaser and Strauss (1967) was used to 
identify theoretical relevant phenomena.
With figures 5.3, 5.4 and 5.5 the categories below are based on empirical content 
evaluated as significant by occurrences in the data, the literature, and the researcher’s 
experience. The emphasis was on including interesting and salient phenomena. To 
help illustrate the origin of my interpretations and show the logic of the analysis key 
words have been highlighted in italics within the data shown below figures 5.6 & 5.7, 
in sections 5.5.1 to 5.1.23 Further examples can be found within the cross site 
comparison of themes, grouped by research aim in the appendix.
According to SI, the human being acts according to how the situation is perceived. 
Their perspective is constantly being defined, re-evaluated and changed. In Chapter 
one, attitude was defined as:
“a person’s set of beliefs and feelings toward an object that predisposes the 
person to act in a certain manner when confronted by that object (or class of 
objects)” (Charon p23: 2007).
Perception was defined as:
“the active ongoing process of selecting objects out of the environment, those 
objects that can be used to achieve the actor’s goals. (Mead 1936: p403).
In figs 5.3 & 5.4 attitudes and perceptions are shown as bi-polar constructs, ranging 
from positive to negative, as indicated by the plus and minus in the top left and right 
of the first box -vision, objectives & values. Using the definitions shown above for 
attitude and perceptions the following contain attitude based categories: (1) vision,
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objectives and values, (2) feelings towards work motivation, (3) recruitment, training, 
line management and support, and (4) standards of service, feelings related to service. 
Perception based categories include: (5) workers changes to improve customer service 
and (6) workers changes to improve environment.
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-excluded
-in  service
-responsive to 
change
-divided
constrained
di satisfiedenjoyment
accomplishment
appreciation
choice
undervalued
inclusion boredunchallenged
resentment
resistance
anger
supported
non
communicationconfusionautonomy
demotivatedhelpful
responsibility bored
enjoyment
award
qualifications
extend hours
refreshments 
at deskimprove pay
more direction 
from
management
new furniture increase
communication
vision, 
objectives & values
(RAll
feelings towards work - 
motivation
(RA2)
recruitment, training, line 
management and support
  (RA3)
workers changes to improve 
their environment
(RA6)
standards of service 
feelings related to service
(RA4)
workers changes to improve 
customer service
(RA5)
Fig. 5.3 Mapping of Themes - Positive and Negative Attitudes and Perceptions at the University CC.
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5.10 Analysis of similarities and differences in attitudes and perceptions grouped 
by research aim.
This section analyses the similarities and differences of attitudes and perceptions, 
ordered by research aim. Research findings from the call centre industry and other 
supporting literature are used to illuminate issues.
A criticism of Grounded Theory Method is that whilst it is deeply rooted in the data 
this can make abstract thinking difficult. Urquhart (2007) in discussing building 
emerging theory in GTM points out: “ the very strength of grounded theory (its 
unique tie to the data) may also be a weakness of the method. One useful device is to 
group the major categories into overarching themes, and relate these themes to areas 
of theory” (2007: p 353).
5.10.1 Primary Aims:
5.10.1.1 Research Aim 1 (RA1) What were the workers attitudes and perceptions o f  
their organisation’s mission vision and values? How did staff understand and 
identify with the espoused mission, objectives and values o f the organisation?
There were brief multiple descriptions and understandings regarding the mission, 
vision and objectives of the organisations and centres. This suggested a focus by 
workers on their immediate concerns rather than a strategic overview. Managers were 
better able to articulate company objectives. This may be because their roles required 
them to be well versed, or that company information of that kind was discussed at 
management level. Formulation of strategy and decision-making power was perceived 
to be held by senior management and the directors. Although the strategic direction 
of the organisation was not always known, actor’s descriptions invariably included 
references to the interests of the organisation, centre and customers. For instance: 
‘giving customers good service’, and ‘keeping ahead of competitors, turning from a 
call centre to a contact centre.’ The inability of staff to articulate fully the 
organisational goals did not appear to indicate a lack of interest.
The organisational values were more complex to discern. As the data was analysed
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the values of the company, as perceived by the actors, appeared to be intertwined 
with their own values which might be implicitly stated within their perspectives.
These informed the research aims which are individually explored below. The 
question emerged as to whether there was an over arching business philosophy or set 
of motives with associated values that might be significant in shaping the actors work 
perceptions. One actor at the TCC said:
"The business is continually changing to ensure it makes a profit and meets 
customers and shareholders needs” (TC07).
The degree of change and volatility in the market place was a major external influence 
on the organisational context of the actors. Responding to external changes, 
seemingly forced by competitors, made the attainment of profit and the management 
of staff an ongoing challenge.
Management theorists have long discussed the meaning of profit and its implications. 
It remains an emotive subject. From the wider literature Milton Friedman (1962) 
argues:
“ there is one and only one social responsibility of business -  to use its 
resources and engage in activities designed to increase its profits so long as 
it...engages in open and free competition without deception or fraud” (1962: 
pl33).
Adair (1980) appears to broadly support Friedman, although he suggests a morality 
regarding how the profit is used, saying:
" The current belief in our present social capitalist society could be neatly 
summarised thus: there is nothing either moral or immoral in the profit itself: 
only in the methods by which the profit is made and in the uses to which the 
profit is put” ( 1980: p71 ).
Adair (1980) and Friedman (1962) appear to suggest that those in business are able to 
choose how profit is made, make moral choices about how it is spent and are 
seemingly overall in control of the process. The researcher observes that this may be 
the case for the owners of the business, but managers, as agents of the owners of 
capital, and workers appear not to experience this degree of freedom.
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The drive to make a return on investment for shareholders is used as a justification for 
making profits. In this study “satisfying shareholders” (TC07) is mentioned above.
Weber believes that the pursuit and attainment of profit has become a self-serving 
endeavour assuming an importance far out of proportion to the needs of those 
involved. For him, there are moral implications attached to this. Weber (1985) states: 
“Man is dominated by the making of money, by acquisition as the ultimate purpose of 
his life. Economic acquisition is no longer subordinated to man as the means for the 
satisfaction of his material needs” (1985: p53). This, according to Weber (1985), is 
the essence of the spirit of modem capitalism.
Could the Telecommunications company have become focused on making a profit to 
the detriment of other factors? This question is explored further in the sections below.
5.10.1.1.1 Survival
Making a profit appeared an important outcome at the TCC. After the burst of the 
‘dot com bubble’ in 2000, the company’s share price had suffered considerably. The 
consequence of this is likely to have been an adverse effect on shareholder dividends 
and in attracting new investment to the company.
Staff had reported not receiving a pay rise in the UK -  the first time in seven years, 
despite cases of perceived high individual performance. Staff recognised that external 
conditions within the industry had affected the company with global 
telecommunications companies such as British Telecom, Genesis and Cisco 
experiencing large reductions in revenues and profits (TCI3).
The telecommunications company had repositioned itself to become a global supplier 
of ‘Data and Internet Protocol’ services, making 4000 jobs worldwide redundant. 
Actors who had known those made redundant had expressed shock at the loss of 
expertise to the business. However, some acknowledged that changes were necessary 
for the company to survive. The organisation was now ‘cash rich’ (TC08).
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The concern with making enough money to be ‘successful’ was echoed by other 
actors (TC09).
It was not made clear why being ‘cash rich’ was important, nor how much was 
considered a ‘success.’ The inference was that this was part of a larger company 
strategy. The investment in the new call centre was considerable.
Actor’s perceptions of work at the TCC were coloured by the company’s business 
aims and constraints within the Telecommunications Industry. One actor voiced:
“We are a fast moving company in a fast moving industry” (TC07).
The sense was that the company had to make changes to remain competitive, out of a 
need to survive in the marketplace. There was evidence that some actors valued the 
company’s achievements and their place in it, for example: “you can be proud to work 
for a top 100 company - a market leader” (TCI 1).
From the literature, Purcell (2003) notes commitment is shown to an organisation 
when an employee says they are proud to work for the company (2003: p4). This is 
substantiated by Herrbach & Mignonac (2004) who note that the impact of perceived 
external prestige (PEP) is both salient in terms of employees’ symbolic environment, 
inferring their individual identity and impacts on employee attitude and behaviour in 
the workplace.
This data highlights the complexity and interconnectedness of internal and external 
pressures affecting the company and centre. Maintaining its position as a leader in IT 
solutions relative to its competitors and perceptions of customers and staff’s feelings, 
which may be influenced by its ability to sustain its external standing.
To what degree staff’s decision to continue working for the company is related to 
market share and reputation would warrant further investigation. PEP has been found 
to be related to job satisfaction, affective organisational commitment and affective 
well-being at work, (Herrbach & Mignonac (2004, Carmeli and Freund (2002) and 
Riordan et al (1997).
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Making a profit was not formally stated as the most important in a hierarchy of 
company values. From the document review, the espoused Telecommunication 
organisational values were stated as:
“Our values include integrity and support for environment and community 
activities. They indicate our aspirations and way of working, both to our own 
people and to the outside world. The values are:
• Customer:
We will place the customer at the heart of everything we do.
• Action:
We will take the initiative in delivering on our promises with speed 
and agility.
• Teamwork:
We will be one team working together to achieve a shared goal.
• Integrity:
We will respect each other for the different contributions we make, and 
be a trusted partner to others.
• Innovation:
We will stretch our thinking to provide creative solutions.”
Source: Company website: about us/our values
The contact centre uses the same values as its host company, evidenced by the 
M*V*P -  Most Valued Peer Program. Management states: “For a nomination to be 
considered, it has to include details of the CSCC employee showing the use of the 
core values” (2001: p7).
Blanchard and O’Connor (1997) state:
“once an organization has a clear picture of its mission and values, it has a 
strong basis for evaluating its management practice and bringing it into 
alignment with the articulated mission and values” (1997: p3).
Blanchard and O’Connor continue:
“in a company that truly manages by its values, there is only one boss, the 
company’s values” (1997:p55)..
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However, Griseri (1998) questions if an organisation can legitimately be ascribed 
values (1998: p69). He points out: in UK law, organisations are ‘personalities’ only 
in a civil sense. Griseri (1998) states: “They cannot be tried in a criminal court... if an 
organisation cannot be said to act criminally, what sense is there in ascribing to it 
moral responsibility, and hence moral attitudes?” (1998: p70).
The researcher argues that Griseri’s (1998) argument whilst interesting is spurious as 
it is possible for individuals and an organisation to have a stated value, such as 
wanting more profit, which may or may not be moral, relating to principles of right 
and wrong, depending upon the beliefs and values of those using and considering it.
A crucial element in operationalising a set of values within the call centre would be 
people’s ability to put them into practice on a daily basis. This ability is likely to be 
influenced by the degree to which staff understood and identified with them and a 
host of other factors. To what degree espoused organisational values were held 
collectively by the actors is questionable. Peters and Waterman (1982) define an 
organisation with shared values as: “one in which the workforce, as a whole, or a 
sufficient majority, hold the same values” ( 1982: p 10).
Campbell and Tawadey (1990) identify ‘shared values’ as conformance of the values 
of the employees to those of senior management. In their research, they identified 
‘company values’ as ‘what senior management believes in’ and a little later state: 
“employees who have personal values similar to the organisation’s values find a sense 
of fulfilment and meaning in their work and behaviour standards, (1990: p5).
In section 1.5.3 (a) the Chief Executive of the Telecommunications company is 
quoted in the Annual Report (2003) as having said: “today the industry has matured, 
demand in many sectors is flat if not declining and the customer is in control. The 
game has therefore changed from building networks to serving the customer”.
5.10.1.1.2 Control
Control can be seen as a theme in the data. In Principles of classical management 
theory (appendix), the data indicates that operational management were struggling
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with the need to loosen financial controls and delegate greater authority and 
responsibility to staff. In section 5.4.2 -  analysis of similarities and differences, 
grouped by research aim (RA2), an actor at the TCC described the sales process with 
customers as: " a battle o f wills” (TCI 1). From the document review, Company 
Incentives Update -September 2001 S*T*R*I*V*E scheme, referred to “driving up 
selling and cross-selling on each call” -  suggested an attempt to control sales figures.
Issues of control were evident at different levels within both customer and staff 
relationships. For example, in Principles of classical management theory, division of 
work, (in appendix ), the data suggested the organisational structure may be 
influencing or determining actors behaviour. From the literature, Mintzberg (1993) 
states: “ a control mentality pervades the structure of the Machine Bureaucracy from 
top to bottom” (1993: p i67).
He says:
“the obsession with control reflects two central facts about these structures: 
first attempts are made to eliminate all possible uncertainty, so that the 
bureaucratic machine can run smoothly, without interruption. Second, by 
virtue of their design, Machine Bureaucracies are structures ridden with 
conflict; the control structures are required to contain it. The magnified 
divisions of labour, horizontal and vertical, the strong departmental 
differentiation, the rigid distinction between line and staff, the motivational 
problems arising from the routine work of the operating core, all these 
permeate the structure with conflict” (1993: p i68).
How much the values held by those leading the Telecommunications company may 
be influencing direction, policy and working methods within the call centre require 
further investigation.
From the document review, the TCC Employment philosophy stated:
We believe that our people are the best in the world. And in an industry that is 
changing almost every day, we do not see the point in tying them in knots with mass 
of rules and regulations. Instead, we allow them the freedom to express themselves, 
follow their instincts and achieve their goals, while supporting them every step of the
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way. ...Join us and you will discover an evolving environment where your judgment 
will be trusted, your opinion sought and your talents developed and rewarded. Your 
personal development plan will give you a career goal within the organisation and a 
clear path towards achieving it. With our emphasis on succession planning, online 
training and development, and self-learning, you will find there is nowhere better to 
add to your abilities and build a rewarding career. Prove yourself, and we will not 
just pay you a great salary, we will also give you a range of flexible benefits that you 
can tailor to your own needs. These include a stake in the company through our 
generous stock option plan. (Source: Company website: about us/employment 
philosophy)
The philosophy statement paints an optimistic picture and is carefully worded to 
appeal to those seeking employment. From the data analysed in Chapter five, in 
practical terms, the employee may fit (or sublimate) their values and corresponding 
behaviour to those of the organization in order to survive.
How actors might ‘prove themselves’ and flourish in the work environment was likely 
to include their ability to contain organizational contradictions and paradox. Whether 
the staff member genuinely held the organisational values and as their own or simply 
‘acted them out’ for the benefit of those watching may be questionable. For example, 
one actor discussing her team said: “When they know you are monitoring (them), it 
will be a perfect call, (TCI 1). Another actor discussing customer service volunteered: 
“As long as they think they (the customer) are getting a good service, it doesn’t 
actually matter” (TCI2). These issues correspond to areas of interest within the study 
and are explored further in RA3 and RA4 below.
Returning to the UCC, in section 1.5.2 (b) the UCC personnel and recruitment 
document states:
“We pride ourselves in having a highly motivated and professional team who 
continually strive for the highest standards.” (Researcher’s use of italics).
(J: /PERSONNEL/RECRUITMENT/S3AAPPOIN.DOC/Further Particulars 
3140.doc 13/06/01).
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The use of the word ‘professional’ has been discussed in section 1.4 and the meaning 
that might be ascribed to it above. Many businesses use professional to describe 
themselves, usually when talking with customers. Working in a professional way 
carries with it associations of autonomy, rigor, status and typically conformance to a 
code of ethics or association. In the sense that having a professional team means 
aspiring to do the job well at the UCC then this can be interpreted as a positive 
statement.
From the interviews conducted, the occasions when actors could provide a 
satisfactory response to customer’s enquires, give thorough information and helpful 
advice were perceived as satisfying. It is suggested by the researcher that this was 
when they experienced their own professionalism and strengthened their identity as 
customer advisers. This finding is substantiated by other theorists (Frenkel, 
Korczynski, Shire and Tam (1999).
Maister’s (1997) definition of professionalism suggests a strong individual service 
ethic. He states:
“Professionalism is predominantly an attitude, not a set of competencies. A 
real professional is a technician who cares...real professionalism has little, if 
anything, to do with which business you are in, what role within that business 
you perform, or how many degrees you have. Rather, it implies a pride in 
work, a commitment to quality, a dedication to the interests of the client and a 
sincere desire to help” ( 1997:p 17).
Maister’s (1997) interpretation is hopeful in that it argues that call centre workers can 
attain it. However, adherence to a code of ethics is suggested, which may not be in 
evidence. If this is the case, tensions can arise for the individual, particularly if they 
hold a strong service ethic which conflicts with dominant profit based motives. In 
this scenario, a possible misalignment of values could be a cause of staff withdrawal. 
Maister (1997) acknowledges that senior management have a crucial role in creating a 
‘professional’ culture, stating:
“ If those at the top are not living, breathing exemplars of real professionalism, 
it is easy for those lower down to conclude that commitment and 
professionalism are not required” (1997: p21).
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HR researchers have found that employee commitment towards their employer and 
job have been shown to be influenced by the quality of leadership behaviour and by 
satisfaction with HR practices (Purcell & Hutchinson 2007). However, the challenge 
to work in a ‘professional’ way, as defined above, when subject to the extreme 
pressures of call centre working (discussed in sections 1.6.2 Employment conditions 
in call and contact centres, 2.2.9 Health in call centres and 2.3.1 Monitoring and 
surveillance) is evident. The extent to which front line staff experienced themselves 
as autonomous in first line roles is questionable. Greater autonomy is suggested in 
responding to more complex enquires. A code of business ethics was not seen at 
either site. This does not mean they didn’t exist but what they might have been, how 
they were perceived and how much they were collectively used is not known.
There are many models of human behaviour used to classify attitudes and values. 
There appears to be no clear agreement between moral philosophers regarding which 
theory best fits observed business behaviour. Start (1993) states: “ most people’s 
motives are a confusing mix of self interest, altruism and other influences” (1993: 
p41).
This unclarity may contribute to the relatively low profile of agreed business ethics in 
corporate organisations. The task of defining and policing them, including awarding 
suitable punishments for non-compliance or transgressions of ‘soft issues’ could be 
regarded as too time consuming, unpopular or unprofitable an activity to pursue.
5.10.1.1.3 Communication:
There was strong evidence that frontline staff wanted more information and 
reassurance from directors. Senior management were perceived as remote figures. 
The lack of accessibility of managers and team leaders to staff, and not knowing ‘the 
plans’ was a concern to staff, particularly if it could affect job security or work 
routines. Management at the TCC believed they cascaded information down to staff 
and denied holding anything back. Presentations to staff regarding work changes were 
cited at the UCC, however, these were not regarded as frequent occurrences. Actors at 
both sites perceived important decisions were made at senior levels, of which they
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were not informed. Staff felt unsettled about not knowing the direction or plans for 
their organisation and believed the onus fell to them to ensure they found out what 
their immediate managers knew. As can be seen from the data, lack of 
communication and engagement from managers and team leaders was raised as a 
criticism on a number of occasions. A position of relative powerlessness appeared to 
held by first line staff in their inability to influence and communicate with managers.
In Principles of classical management - Scalar Chain (appendix), the appointment of a 
manager at the TCC was discussed. His purpose was ostensibly to help resolve 
communications problems in the company. This responsibility appeared to have been 
delegated to one person. From the researcher’s experience of large organisations, it is 
possible that senior management might discount their involvement in both creating 
and resolving communication issues, believing the responsibility to be held down line. 
The researcher suggests that senior and middle management should not underestimate 
the needs of staff for communication in periods of organisational change. This was 
particularly evident for actors at the TCC.
The feelings of staff towards their managers and perceptions of line manager support 
and supervision is explored further in RA3 below.
Culture is a social creation that influences what the actors perceive and do. It is a 
product of communication, (words as symbols) and acts as a guide for those who 
participate within it The Merchants Benchmarking report (1998) questions whether 
call centre cultures occur through accident or design, inferring that by design enables 
the organisation to choose a culture that supports business operations. In 2005, 
Merchants Benchmarking report (2005) states: “only 26% of centres indicated they 
share the same culture as their organisation and 51% say their culture is “mostly 
similar” to the organisations.” (2005: p i94).
In this thesis, the actor’s perception of culture is mainly described through their 
shared meanings, assumptions, thought processes and behaviours, which emerged in 
brief descriptions rather than formal statements of an overall concept. From the data, 
specific references portray an awareness of a dominant ‘clerical culture’ and potential
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‘sales culture’ at the UCC and the effects of a developing ‘transfer’ culture at the 
TCC.
Egan, defining culture (1994) states:” Culture encompasses shared beliefs, values, 
and norms insofar as they drive shared patterns of behaviour” (1994: p77). The 
document review did not reveal a shared framework for explicitly defining and 
working with cultural issues. Values and shared meanings, espoused in the 
management written TCC Employment Philosophy and UCC Personnel and 
Recruitment documents as perceived by actors suggested major differences. The 
understanding of what was valued, upon which the survival of the group depended, 
appeared intuitively held, and suggested groups of people behaving symbolically, 
adhering to rules taught mainly through the spoken word.
The data suggests the attitudes and perceptions of the actors regarding their centre 
culture were multidimensional. These could be influenced by many elements 
including: position, salary band, length of service, career aspirations, actor’s values 
and those they believed were held by others. Their centres were found to be 
influenced by external and internal factors including commercial pressure to make a 
profit and be competitive, historical origins, objectives and strategies, beliefs and 
values espoused and held by managers, established norms and not least the 
assumptions, attitudes and perceptions held by staff about themselves and their 
reference groups.
There was evidence of management attempting to promote values and a work ethic at 
both sites. How staff felt about this is explored further in RA2.
5.10.2 Research Aim 2 (RA2) What were the workers feelings towards their work? 
What were the tensions and issues related to salary, job  satisfaction, motivation and 
staff dissatisfaction?
5.10.2.1 Salary:
Pay was a concern; staff believed themselves to be underpaid at the UCC and a 
missing pay rise at the TCC had caused staff to feel unrewarded. Although pay was 
regarded as high compared with local centres, at the TCC it was insufficient to
221
compensate for the sense of ‘being owed.’ The importance of pay to call centre staff 
is supported by Frenkel et al’s (1999: p61) research into subjective aspects of service 
work, contrary to the findings of Inglehart and Abramson (1995) who suggest 
intrinsic interests supplant extrinsic concerns.
In the literature, pay has been highlighted as a determinant of job satisfaction and 
commitment (Cohen and Gattiker 1994) and rewarding skills in service work has been 
cited as overdue (Korczynski 2005). Woodfield (1998) and Belt (2002) have argued 
that although call centre work is generally recognised as ‘skilled’ internally by 
managers it remains underpaid. (2002: p!41) According to Belt (2002) IT call centres, 
where men were predominant in sales and technical support roles had higher salaries 
paid. In this study the data supported actor’s perceptions of being highly paid in IT. 
(Agent/advisor salaries in this study can be found in Principles of classical 
management theory -  Equity - appendix.)
At the UCC managers voiced difficulties in recruiting staff due to uncompetitive pay 
and staff speculated if additional remuneration would be offered as an incentive to sell 
the university’s courses. Sales were not part of the current role therefore the inference 
was that additional money would make it worthwhile. (Sales and service are discussed 
further in section 5.7.3.4 below.)
Despite comparatively high salary levels, staff attrition rates at the TCC were high, 
(estimates given ranged from 20 -50%) and were said to particularly effect new 
starters who filled the first level of advisor role. At the UCC, attrition rates were 
thought to be 20%, lower than the national average with reported staff turnover at 
25% for UK call centres (IDS 2004), but the perception was staff were underpaid.
By way of comparison, in 2008 staff turnover had fallen to 23% and 19% in 2009 
with the recession attributed as the main cause (IDS 2009: p47). This shows both the 
interconnectedness and susceptibility of call centre workers to external market forces.
Lack of promotion opportunities, where a higher salary might be expected, was not 
raised as a concern. This raises questions regarding whether employees perceived 
promotion as possible or in their interests. Other issues were articulated with
222
intensity, such as lack of direction, communication and support from managers. These 
are explored further in this analysis.
5.10.2.2 Workers’ feelings towards their work: job satisfaction:
The data suggests some actors regarded their centre as a satisfactory work 
environment. Comments included: ‘It’s a good place to work’ (UC02),
“ It’s a market leader” (TCI 1) and “ the University is liked by the local community” 
(UC05). From the literature, Tilly and Tilly (1998) emphasise that whatever it is that 
constitutes a good job is hard to define and can differ radically over time, place, 
culture and class, (1998).
Undertaking complex work by resolving specialised enquires provided a sense 
of accomplishment and was shown to be valued by actors. This supports findings 
from academics and practitioners discussed in the literature review and in this chapter 
who argue ‘the more complex the work, the lower the attrition rate.’
Becker (2000) contends that employees who stay and move upwards from the CSR 
role are a tacit repository of knowledge and skills. The researcher’s experience 
of call centre working is that once staff have demonstrated advanced capabilities 
relative to their role they may feel under utilised if they are unable to practice them. 
Possible feelings of dissatisfaction would be accentuated for actors when presented 
with routine, less demanding work.
In the TCC Employment philosophy document it states that the company purported to 
“allow employees the freedom to fully express themselves.” Labour Process 
Theorists, have noted that the interest (and dependency) in maintaining the capital -  
labour relationship, by employees, increases with the skill and scope for self- 
expression that the job provides (Cressey & Maclnnes 1980 in Knights & Willmott 
1990). Cressey & Maclnnes (1980) argue that in order to ensure ongoing employee 
cooperation work must be designed in ways that present opportunities for 
demonstrating skill and allowing self-expression. The meaning of self and expression 
is, according to Knights and Willmott (1990) historically constituted and therefore 
workers value opportunities to express such skills not because they have any essential 
value in themselves but because the actors have been constituted to value themselves
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in these terms. They also argue that routines that may be judged as devoid of 
opportunities for self-expression are valued for the sense of security and confirmation 
of social identity provided. The sense from the literature is of the workers being 
socially conditioned and at the effect of their attitudes and social environment. The 
researcher asserts that rather than being passive recipients in the labour process these 
and parallel arguments developed by Burawoy (1979) and others highlight the 
importance of the employee making choices, as part of their critical freedom although 
Burowoy (1979: 94) argues it is within narrow constraints that continue their 
exploitation. Willmott (1990) goes further, introducing a psychological aspect 
claiming:
“the individualising tendencies of capitalist relations of production can 
accentuate existential insecurity to a point where privatised efforts to gain a 
secure identity take precedence over collective efforts to transform the 
historical conditions that promote such self- defeating tendencies” (1990: p 
371).
The descriptions above paint a picture of employees at the effect of their work 
environment, heavily influenced by others, constrained by their existential suffering 
and fixed attitudes towards work. Returning to Willmott (1990) he concurs that 
productive activity is required for survival in the majority of circumstances and that it 
can provide fulfilment and development. He states:
“work can become psychologically enslaving, as can any other activity, with 
little or no external compulsion” (1990: 364 -5). (Use of italics shows 
researcher emphasis).
For Willmott (1990), it is not an intrinsic quality of work itself that is oppressive, 
rather the attitudes and perceptions brought to it that give it meaning. The influence of 
Marx and Hegel is present in Willmott’s (1990) expositions, suggesting the reality of 
the object, as it is perceived is conditional upon the consciousness of the subject.
The researcher suggests that the existential state of the actor is central to how job 
satisfaction, work and the labour process are perceived by them. From the data some 
actors perceived it hard to move from one type of work, such as ‘answering the 
phones’ to work off the phones unless you progressed into management’ (TCI 3).
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Other actors who had been promoted away from phone work took up team leader, 
management or specialist roles. These people voiced strongly they had used their 
initiative and created their own opportunities. Actors shared similar views, stating:
“ I am living proof, it is possible” (UC05).
Those promoted to management roles appeared to receive information sooner, were 
paid more and had greater freedom of physical movement in that they were not 
required to continuously take calls. (Although these actors had a desk they were not 
necessarily expected to work sitting at it all day). These actors spoke positively about 
their organisations and work environments, citing the opportunities and benefits.
Actors employed on the phones offered a mix of positive and negative attitudes and 
perceptions. The recent redundancies at the TCC, followed by no pay rise 
overshadowed much of the reported day-to-day work perceptions of staff. These 
actors disclosed their lack of pay soon into the interview. For some actors, promotion 
was necessary to survive in the centre. One actor said: “Four years on the phones 
would have driven me insane -  changing jobs is the only way to get off the phones” 
(TCI 2).
Other staff seemed content to continue in their front line roles, in some cases taking 
calls for nine years. Advisers included long term employed (defined as over 2 years), 
as well as staff that stayed a sort time, (leaving within 9 months).
These findings are consistent with research by Belt (2004) who identified: “a large 
proportion of call centre employees (both male and female) do not ever move off the 
‘bottom rung’ of the career ladder” (2004: p i 77). Belt (2004) found employees fell 
into two groups, those that made a decision to remain in agent level positions and 
were not actively seeking promotion, and those that left early. Belt’s (2004) 
observations seem to discount the possibility of employees that join and actively seek 
promotion. Belt’s (2004) states: “ a large proportion of agents left the call centres 
after only a year or two, largely because of the repetitive and pressurized nature of the 
work” (2004: p i79). This study confirmed Belt’s observation. For example, one actor 
said:
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“Some have no conception of what it’s like and they don’t last long. Some do, 
they settle down after six or eight months but others just can’t cope. They are 
too used to being in University and doing what they want when they want to 
do it and not having to be told. That’s the way it works and they don’t like it” 
(TC12).
One could take the view that six to eight months is a relatively short time in which 
those graduates who stay modify their experience of university life to working in an 
environment which exercises greater control over them. Adams et al’s (1976) model 
on coping with personal life changes can illuminate the phenomena of those graduates 
who leave early. The five stages of the model include: denial, defence, discarding, 
adaptation, and internalisation. In applying this model to staff turnover, it is possible 
graduates may have chosen to leave in the first two stages of experiencing denial and 
defence, rather than discarding their beliefs, adapting to the work environment, 
internalising new beliefs and perhaps forming a new corresponding sense of identity, 
that was a better ‘fit’ with their work environment.
It is suggested that the variable factor in the above scenario is the individual’s 
perception of choice as opposed to taking a position of subjugated resignation, 
experienced as imposed by an external authority.
Marx’s early philosophical works note the natural urge of human beings for self- 
realisation through productive activity. According to Marx, (after Fromm 1961) 
labour is a creative act, it is described as:
“the self-expression of man, an expression of his individual physical and 
mental powers. In this process of genuine activity man develops himself, 
becomes himself; work is not only a means to an end -  the product — but an 
end in itself, the meaningful expression of human energy; hence work is 
enjoyable” (in Fromm 1961).
As noted, staff dealing with more complex calls derive intrinsic job satisfaction. 
Examples given include, ‘helping customers’, (advisors) ‘developing staff (team 
leaders and managers) and ‘progressing in careers’ (managers and specialist staff)
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The data suggest job satisfaction can be linked to personal fulfilment. The degree to 
which staff left with unfulfilled work expectations is not known, however extracts 
such as: “burnout and abusive calls cause people to leave” (TC08).“Being pushed to 
hard (to develop) will cause staff to leave,” (TCI 2) suggest a proportion left 
dissatisfied.
5.10.2.3 Alienation
Referring to the literature and broader sociological issues, Watson (2003) states:
“a tendency can be seen in modem societies to encourage a level of 
expectations that people are then prevented from fulfilling -  thus potentially 
creating a state of 'alienation' in a classic industrial society, (2003: p i77).
Blauner’s (1960) review of work satisfaction studies, (in Watson 2003: pl78) 
identified that professionals and businessmen claimed to have high satisfaction levels, 
clerical workers claimed higher levels than manual workers, and skilled manual 
workers more than unskilled workers or assembly line operators.
These findings could suggest a social class hierarchy. Belt’s (2004) study, discussed 
above found:
“young middle class, well educated and single people of both sexes 
(particularly university graduates) were generally perceived to be the most 
likely to move out of call centre work quickly. Many respondents related this 
to the fact that this group tends to have higher expectations in terms of work 
and career” (2004:p 180).
Work groups had changed many times at the TCC, with evidence that staff valued 
other members company and friendship highly. Staff appeared to have developed a 
sense of community where belonging was an important element in their working 
lives. ‘Social satisfactions’ were shown above to be contributory factor to their 
continuing employment. Earlier findings suggested that the ability to follow through 
on a task, either to completion at the UCC, or to resolve a technical query at the TCC, 
was important to actors. These findings are echoed in the literature. Blauner (1960) in
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Watson (2003: p i78) outlines four areas within the workplace as having a bearing on 
work satisfaction.
• the importance of the relative prestige of the occupation;
• the degree of independence and control over the conditions of work -  this 
covering the freedom from hierarchical control, the freedom to move about, 
the opportunity to vary the pace of work and allocate one’s time;
• the extent to which social satisfactions are gained from working within an 
integrated group;
• the degree to which people who work together share non-work activities -  
such as a form of occupational community.
Another work satisfaction study, by Parker (1983), highlighted four factors as 
significant in promoting workplace satisfaction. They are opportunities to: create 
something, to use skill, to ‘work whole heartedly’ and to work together with people 
who ‘know their jobs’ (1983).
In this study, it is apparent that the team leaders’ lack of product and technical 
knowledge was an issue for staff. (Findings of actor’s perceptions of management 
input are discussed further in RA3 below.)
Actors at the UCC said they found dealing with brochure requests and initial 
enquiries: ‘repetitive, tedious and boring’. This could have been due to their 
individual efforts not being recognised by themselves and others From the data, at the 
UCC there appeared to be little pressure upon the individual to perform to a set 
standard and low recognition of individual accomplishments. This raised questions as 
to how meaning was attributed to their work.
The University had it’s quotas to achieve, one actor discussed a 10% increase in 
registrations, (UC01) but these were generally not clear to staff. As discussed, targets 
to sell courses were not set for departments or individuals in the call centre. Staff had 
not been given sales training, nor had plans been announced to do so. There was a
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view, held by some in the centre, that the agents were well positioned to sell courses 
and a concern that opportunities were being overlooked. There were also suggestions 
that incorrect information was given to potential students and that the introduction of 
a sales focus would improve quality (UC01). At the time of the study, the call centre 
was only five years old and had not been fully accepted by the University faculty.
The requirement of the call centre to have the approval of faculty may have been 
acting as a brake to the more commercially minded within the call centre. New staff, 
recruited externally from other centres had expressed surprise at the lack of individual 
targets and monitoring, (UC01, UC02). Many of the original call centre staff had 
been recruited reluctantly from clerical positions and were thought to have difficulty 
in reconciling the objective of working to achieve a target and their original terms of 
employment (UC01/UC02). In Chapter two, the psychological contract was 
introduced and the implications of contract breech are further discussed below.
5.10.3.4 Sales and service:
Discomfort was expressed regarding combining sales and service objectives within 
the same telephone call at both sites. This confirms the literature findings on selling 
being a disputed area, (section 2.2.7). From the data one actor described it as: “a battle 
of wills” with the customer, (TCI 1). Other staff jokingly referred to the ‘up-selling’ 
technique of enquiring: “are all your lines with us?” as: “do you want to go large with 
that?” after MacDonald’s, the fast food restaurant. TCC staff perceptions of the sales 
process, was that it was geared to fulfil the interests of the organisation first and the 
customer second. These sales techniques may be indicative of a culture where 
survival and profits take priority over service.
From the researcher’s experience, resistance to the sales process from employees may 
be due to a host of reasons. These can include: psychological or actual contract 
breech, lack of individual recognition and remuneration, lack of training and support, 
issues with the perceived value of the services and products. From the literature, 
Korczynski (1999), considering tendencies in service work states:
“to encourage selling and relationship building, service workers are likely to 
be given more authority (within strict limits) in dealing with exceptional cases.
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As a result of this devolution of responsibility, we are likely to see an increase 
in workers’ stress levels but also in a feature these workers particularly value- 
satisfaction with the intrinsic nature of their work”, (1999:p272).
In section 5A2.2 Control, the TCC sales incentive programmes are discussed where: 
‘drive cross-selling and up-selling on each call’ is reported. From a financial 
perspective, these programmes were successful, generating £3.5 million worth of 
additional business.
5.10.2.5 Work conditions:
Individual preferences of actors were reported regarding their work environment. At 
the UCC staff had been waiting for new furniture for two years. Actors said people 
joining generally liked the visual appearance of the call centre, which was ‘clean, 
bright and spacious’ (UC01). Insufficient desk space was a point of contention, 
hampering employee’s ability to work. Staff was given the opportunity to choose 
new furniture and talked about it as: “ours” (UC05). A bulletin board was used to 
inform staff about on-line information which other colleague’s thought might be 
helpful. Both of these activities may support the actor’s sense of ownership in creating 
the rules that they adhered too.
At the TCC, in the old building, the open plan office was disliked by staff. This was 
due to lack of privacy and visual distractions, making it difficult to concentrate on 
speaking with the customer, (TC10). Staff eagerly awaited the move to the new 
premises, although concerns were expressed regarding car parking: “ only 240 spaces 
for 600 office places” (TC12). Staff had been involved in choosing new furniture and 
were looking forward to having more comfortable chairs, (TCI 1).
Attempts to encourage employee involvement by management are characteristic of a 
‘new workplace’ approach, as defined by Holman et al (2005) which although are 
generally associated with empowered jobs, can also be accompanied by Taylorist jobs 
(2005, p4). As discussed in Chapter 2, research into the call centre-working 
environment by Taylor et al (2003) concluded that the character of call handling is a 
major cause of occupational ill health and that only radical job redesign would
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provide a solution, (2003: p435). Contributory factors identified by Baldry et al 
(1997) were described as the degree of fit between three components of the work 
system. These were: the social environment, (work organisation, job design, 
managerial control systems, and industrial relations context); the proximate 
environment (work technology, workstation design) and the ambient environment 
(work building, lighting, temperature, air quality and acoustics. According to Baldry 
et al (1997) when at least two of the components are mismatched then resulting strain 
may be experienced by the employee as physical discomfort or ill health.
The researcher suggests from their work experience that one component may be 
sufficient to cause stress, dependent upon the nature and complexity of the issue and 
the social context.
In this study, management were attempting to make changes to the proximate 
environment through providing more desk space and ambient (built) environment.
At the UCC, changes to work organisation through trailing longer opening hours were 
planned. This was considered helpful in extending access of services to students as a 
means of increasing the university’s competitiveness. There was resistance from 
employees, who perceived it as inconvenient and an unwanted change in their 
working conditions. Employees at the TCC sought greater autonomy in work 
organisation with flexitime within the shift patterns. Flexible working where 
employees are given the option of working from home and tailoring office hours to 
suit their lifestyle was identified as an increasing trend by Henley Management 
College in The Times (May 28, 2005: p58).
At the TCC, actors were not requesting permission to work from home. They asked 
for more flexibility regarding the hours of their shifts. There were complaints at the 
TCC that staff were obliged to work extra hours that went unpaid. One actor said: 
“Managers are too busy to give back the extra time worked ” (TCI3).
By law, employees can request a change in their working hours but if no agreement is 
reached the employer is not obliged to offer part-time working. Moving from full time 
to part time employment remains the employer’s final decision.
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At the TCC younger employees in their twenties occupied the vast majority of advisor 
roles. The UCC had an older workforce with staff ranging from 20 -55 years old. 
Further investigation would be required to identify how many had dependents, which 
might be linked to their request for flexitime work arrangements. The DEPI (2005) 
stated there were 5.3 million in the working - age population who could be classified 
as ‘carers’, including those looking after adult relatives and partners. The DPEI 
believes that changing demographics, longer lives and smaller families will mean that 
more people are set to look after others. They point out that 1.3 million employees 
are carers for adult relatives, with every indication that this will rise” (2005: p23).
Staff at the TCC had asked for ‘job share’ (TCI 2), where workers are trained to multi 
task and able to rotate duties with colleagues. This practice allows variety in workers 
roles and is becoming an increasing feature in call centre job design.
Flexible working (at home) has become popular for call centre workers since 2007 in 
purpose designed ‘Home call centres.’ Supporting technology and infrastructure 
operate from the workers home, allowing disabled, elderly and adults with childcare 
commitments who were previously barred entry from employment to fulfil this role.
A consequence of this is that mangers have been obliged to place greater trust in the 
worker and revise organisational design and working practices. In home call centres 
workers may enjoy greater autonomy in contrast to the public perception of high 
control/heavily routinised methods of call centre working with excessive monitoring 
of all aspects of workers behaviour and performance, (described by Macdonald and 
Sirianni (1996).
5.10.2.6 Motivation:
The findings of this study partially support Hertzberg’s (1966) two-factor theory of 
motivation. This suggests that elements that make workers feel good when they are 
present are different from those that make them feel bad when they are absent. 
Hertzberg differentiates between contextual or ‘hygiene’ factors like salary, status, 
security, working conditions, supervision and company policy and ‘motivation’ 
factors defined as achievement, advancement, recognition, growth, responsibility, and 
the work itself. He maintained that a lack of hygiene factors could lead to
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dissatisfaction. However, for workers to experience satisfaction and be motivated to 
perform the ‘motivation factors’ have to be present. At the TCC, data suggests 
hygiene factors such as job security, supervision and perhaps, company policy were 
missing. At the UCC, evidence suggests motivation elements of achievement, 
recognition, and the routine nature of the work itself were issues.
The data suggests that for some work was a way of securing sufficient monies for 
physical survival, the first level of Maslow’s (1965) hierarchy of human needs - food 
and shelter. I sensed staff were tired of changes to their working conditions. Doing 
the minimum possible at work, as quoted by the actors (TC08) may be an attempt to 
restore a balance in the psychological contract between worker and employer.
Referring to the literature, Latham and Saari (1979) found people perform highly 
when they accept the goals assigned to them. They state: “as the rate of 
organisational change escalates (through downsizing, restructurings, mergers, and 
acquisitions), people often find themselves members of organisations whose 
conditions of employment are no longer what they agreed to when hired, (1979: 
pl51). Rousseau (1995) comments:
“It is risky to assume acceptance of contracts by employees (e.g. commitment 
to conditions of employment) if significant changes have occurred since the 
individual was hired, (1995: p21). This had been the case in the early days of 
the UCC.
As discussed in Chapter 4.1.1, Stacey Adam’s (1965), equity theory shows an 
employee may ‘decrease their own inputs and be less productive’ if they feel under 
compensated for their work.
The aftermath of redundancies at the TCC had left staff feeling shocked and anxious. 
Actor’s comments suggested that the fear of losing one’s job was a preoccupation for 
workers. Anxiety about loss of income status, friends and self-respect may all have 
been preoccupations. Actors said:” Many close friends were made redundant. I’m left 
to carry on the work” (TC08) and” I’m lucky, I’m secure in my job, but others aren’t” 
(TC07). The theme of survival reappeared here from RA1, this time in the form of 
workers surviving the redundancy process.
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5.10.2.7 Powerlessness
Widening out the discussion to include a sociological perspective, Habermas (1976) 
commenting on legitimation problems within capitalism states:
“because the reproduction of class societies is based on the privileged 
appropriation of socially produced wealth, all such societies must resolve the 
problem of distributing the surplus social product inequitably and yet 
legitimately. They do so by means of structural force, that is, by fixing in a 
system of observed norms the asymmetrical distribution of legitimate chances 
to satisfy needs. The factual recognition of such norms does not, of course, 
rest solely on belief in their legitimacy by those affected. It is also based on 
fear of, and submission to, engendered by the individual’s perception of his 
own powerlessness and the lack of alternatives open to him (that is, by his 
own fettered imagination,” (1976: p96).
The sense of powerlessness sensed ( in Principles of classical management theory), 
regarding advisors choice of team leader, and referenced in the section on 
‘Communication Issues’ above, was again apparent here, this time manifesting 
through feelings of job insecurity. Burchell (1994) identifies insecurity as a generator 
of psychological stress. His research showed little difference between those 
experiencing high levels of insecurity within work and levels of stress among the 
unemployed. He also demonstrated that workers in insecure jobs had poorer 
psychological well-being than unemployed people entering a secure job.
In a call or contact centre where a strong work ethic is valued and ‘being busy’ is 
habitual, these anxieties may be exacerbated. It is possible, although this requires 
further investigation, that those who had worked at the TCC for many years may be 
more anxious than younger staff that had more recent experiences of job hunting. 
Westergaard, Noble and Walker (1989) support this with the finding that young 
unemployed people are shown to want to find jobs. Wan* (1983) found high levels of 
emotional well-being, (in the face of financial difficulties) were associated with 
considerable personal activity, driven by strongly held religious, social or political 
values, (1983).
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The contact centre encourages high levels of personal activity, (as in responding to 
customer calls and inputting data), and there was evidence of ‘caring for the 
customer’, a theme which is explored further in RA4 -Standards of service.
It seemed that coping with the experience of losing friends and carrying on with 
‘business as usual’ demanded that workers at the TCC manage their emotional state in 
the work-place, in a stoic fashion.
Watson (2003) says:
“the modem pattern of working life in which ‘jobs’ and ‘careers’ are central 
to people’s identities as well as sources of income is supported as the work 
ethic encourages people to seek and sustain involvement in this institutional 
pattern” (2003 : p 175).
Watson (2003) continues:
“although in modem times the work ethic may not be formally underpinned by 
religious faith, it still has religious undertones. The ideas of a duty to work and 
to be dutiful in work are essentially moral and go deeper than our rational 
attachment to a particular way of making a living” (2003: p i75).
Weber (1984) states:
“the idea of duty in ones’s calling prowls about in our lives like the ghost of 
dead religious beliefs, (1984 p: 181).
This suggests a moral duty to work hard that may be an influence upon workers 
behaviour. It is not clear if actors may be affected by underlying ideas as these.
Further research into drivers and motivation would be required to ascertain their 
applicability. However, the data does suggest that actors who had experienced 
advancement in their careers, did to a considerable degree, experience creating their 
own meaning and opportunities.
Lawler (2004) examining management concepts and philosophies quotes from the 
existentialist view of meaningfulness saying:
“ there is no predetermined human essence. We define ourselves through and
235
throughout our lives and our actions.. .not only is there no predetermined 
human nature, there are no predetermined moral values to guide us. In the 
absence of a moral framework, our life’s project is to create meaning for 
ourselves. We have the freedom to choose but the responsibility to live with 
our choice” (2004:p67).
This view is supported by Sartre (1985) who states: "man (sic) exists, turns up, 
appears on the scene, defines himself’ (1985:pl5). Allport (1984) referring to extreme 
circumstances where familiar goals in life are snatched away says:
“what alone remains (at such times) is the last of human freedoms -the ability 
to choose one’s attitude in a given set of circumstances” (1984: pl2).
This study found the degree to which actors were conscious of their ability to choose 
was variable. For staff experiencing themselves as relatively powerless in their social 
environment and unable to "get off the phones” at the UCC or facing compulsory 
redundancy at the TCC, it is difficult to see the freedom in decision making of the 
actors. To reiterate an earlier point to emphasise its importance, to deny that they have 
freedom however is to argue that they are products of their inner or outer 
environment, responding to stimulus, rather than individuals actively defining their 
social reality to achieve their goals. As Desmonde (1957) interpreting Mead, states:
" We are not bound to the past, but we can utilise the past to prepare for the 
future” (1957:p39).
It is the researcher’s experience that for many people working in the call centre 
taking up a psychological position of being responsible for consciously choosing their 
social environment, their responses and outcomes may involve a degree of objectivity 
and reflection that is uncommon. Considerable broadening of attitudes, beliefs and an 
expanded sense of self may be required before such ideas can be considered.
The theme of choice and responsibility and how courage may play an important part 
is developed in Chapter Six.
5.10.2.8 Self-fulfilment
Greater self-fulfilment in the call centre may be promised through the offering of 
‘development opportunities’ involving changes in working practices. Some actors
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voiced that they were not concerned with developing themselves within the 
frameworks offered by their organisations. They were concerned with ‘doing the job 
to the best of their ability, every day.’ At the TCC there was resentment that the 
company appeared not to value this. Staff complained: ‘they were pushed to develop’ 
and that: ‘it would cause people to leave.’ The concept of ‘self- actualisation’ (after 
Maslow (1965) -  outlined in section 4.1.1) -  people working to realise their potential 
to become all they could be - was not expressed as an explicit value or priority over 
salary or position. There was evidence of a small number of people seeking promotion 
however their motivations for this are not explicit. “Being happy at work” was 
volunteered as important.
In section 2.1, elements of Marx’s theory of alienation described a state of existence 
in which human beings were not fulfilling their humanity, due to feeling ‘separation’ 
(Schacht: 1970). Marx’s conception of human nature assumed that people realise their 
essential nature, as a species, through productive work which is carried out for their 
own purposes and not under the control and exploitation of others (Watson 2003) 
Fragmenting of human experience, according to Marx was due to the organisation of 
work activity, rather than a particular work method or environment. Watson (2003) 
points out that although people may be fulfilled in their work, they may still be 
alienated, (using Marx’s definition) from themselves.
Watson says:
“a person may be very happy sitting at a desk in someone else’s factory five 
days per week sorting pieces of paper which means little to them, in return for 
a wage. However, this person is nevertheless alienated: they are not fulfilling 
themselves in the way they might be were they working under different 
conditions” (2003: p i76).
These findings do not discount that the drive to be fulfilled was present, however, the 
degree to which it was recognised and acted upon, in these terms, may be only by a 
comparatively small number of people.
5.10.3 Research Aim 3 (RA3) What were the workers ’perceptions and experiences 
o f inputs receivedfrom the organisation in terms o f recruitment, training, line 
management supervision and support?
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5.10.3.1 Recruitment
Assessment processes for new recruits at both sites, specified skills sought and used 
role-play to simulate work calls received. At the UCC when first set up, team leaders 
were said to have been selected for ‘suitability’, rather than ‘specific skills’ (UC04), 
suggesting a ‘best fit’ from those already employed. There was evidence that the 
centre had developed sophisticated recruitment processes since. These included: 
people specifications, assessments, role-plays incorporating telephone work and 
interviews. At the UCC, skills and attributes sought included: “a willingness to learn” 
(UC04). Managers at the TCC were careful to select staff that were described as: 
“friendly, bubbly, enthusiastic and resilient, and with “a sales background” (TCI3). 
The recruitment process, for full time staff, at both sites was described as thorough. 
Actors said it was: “a rigorous assessment” (TC07) and mangers were: “selective” in 
those they choose, (UC04), rejecting many applicants to increase the likelihood of: 
“the right people being selected” (UC03). Other actors said: “two people were chosen 
from a group of forty and eight from thirty people in July 2001” (UC04).
Call centre workers are frequently skilled and highly educated workers but unlike 
their counterparts in more traditional occupations are recruited for their personality 
traits and social skills rather than formal qualifications. (Shire et al 2002: p7, 
Thompson & Callaghan 2002:p 108, Belt 2002: pl34).Thompson et al (2004) found 
that management recruited staff with ‘a customer service attitude’ with specific 
emphasis on positivity, energy and enthusiasm.
If attrition at the TCC was 20-50% why should it be so high given the deliberate and 
careful selection at recruitment stage? Criticisms by actors were made regarding the 
setting and managing of recruit’s expectations. In particular, the way the nature of the 
work and amount of time spent on the telephone was described. Although the job 
advertised ‘working on the phones full time’ those from outside a call centre 
environment were not thought to fully understand what this entailed.
Actors at the TCC said: “new starters’ expectations are not set properly”
(TC08) and: “burnout and abusive calls cause people to leave” (TC08). At the UCC, 
actors said: “people assume they will be doing other things”(UC04).
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Low salaries at the UCC were said to contribute to staff turnover. Actors 
reported: “it’s uncompetitive pay” (UC04) (UC02), an area discussed above.
At both sites actors thought mangers should do more to provide a realistic picture of 
call/contact centre working conditions at initial interview (UC04), (TC08).
Other factors believed to be linked to staff leaving included prioritising recruitment of 
graduates who were described as: “too used to University and didn’t like being told 
what to do,” (TCI 3). Many of the recruits at the TCC were said to be aged 18 -20 
years old, an age where one might expect individuals to be relatively unattached and 
able to change their place of employment fairly easily.
Research that indicates graduates are more likely to leave call centre work early is 
first discussed in RA2 above. However, Watson et al’s (2000) research (in Scotland) 
showed that 22 per cent of telephone sales staff possessed a degree compared to 7 per 
cent of clerical workers and 3 per cent of sales. Thompson et al (2004) found in their 
case studies that the figure was even higher at almost 40 percent, though they 
included management grades.
Thompson et al’s (2004) case study research found that elements of normative and 
cultural control manifested in the managerial recruitment of staff that ‘culturally fit’ 
with corporate values. They say:
“this was designed to promote individualism and enthusiasm and to develop 
important tacit skills required of the job. However, many CSR’s were aware 
of this and were ‘in no doubt that attitude was the most important thing they 
were looking for.’ As such, in many cases, CSR’s merely acted out required 
behaviour such as enthusiasm and allegiance to team and company goals 
during recruitment and induction” (2004: p 145).
Evidence supporting Thompson et al’s findings came from an actor at the TCC who 
said: “People lie (at interview). They want a job, and they say they’ll say that they 
can do this, that and the other...” (TCI2).
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Croner (2005) quotes research by recruitment specialist StepStone, which claims to 
have covered more than 8000 job seekers across eight European countries. Croner 
(2005) state:
“more than half of European job seekers feel that employers are unrealistic in 
their job specifications and so will apply for jobs even if they do not exactly 
match the requirements, (200: pi).
They continue:
“ nearly one-third (30%) will submit applications where they fit only half of 
the requirements. Only 12% of the respondents feel that it is necessary to 
meet 100% of the job description (2005: pi).
Management style, after the worker had been recruited had also emerged as an issue, 
which is explored further below.
There was evidence of primary and secondary labour markets at both sites with staff 
on permanent and temporary contracts. At the UCC at peak times, when workload 
was high, temporary staff were recruited via an employment agency where far less 
stringent criteria were applied to their selection. Staff admitted that on these 
occasions ‘they took what they got’. The inference was that they had a lower skill set 
than the staff recruited as full time members. These temporary employees were likely 
to receive and process the simple enquiries, taking customer details to send out 
brochures and inputting information on the database. It could be argued that the 
nature of these calls do not require advanced communication and relationship building 
skills, although as discussed earlier there was a view that staff had the potential to 
increase registrations through the manner in which these enquiries were dealt with.
Referring to the literature, Morgan (1986) describes primary labour markets as:
“career type jobs that are especially crucial, or which call for a high degree of 
skill and detailed knowledge, often of a corporation specific nature” (1986: 
p284).
He continues:
“the secondary labour market, on the other hand, is a market for lower-skilled 
and lower paid workers in offices, factories and open-air work. It calls for
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little capital investment in the form of training and education, and workers can 
be hired and fired along with the vagaries of the business cycle” (1986: p285).
It is common practice for many call and contact centres to use temporary staff for at 
least a six-month period, which usually corresponds with the new starters induction 
training programme. Others may extend the temporary contract for up to 12 months. 
After one year the employer is legally required to offer the worker a full time contract, 
which carries with it holiday, sickness and financial redundancy entitlements. The 
transition from temporary to permanent employment contract therefore represents a 
significant step in the working life of an employee, affording them increased stability 
and security.
Batt (2000) noted that variations in human resource practice may take place within a 
single organisation. This practice is used to identify customers with different market 
characteristics. This approach:
“allows companies to match the demand characteristics and potential value of 
the customer to the characteristics of the workforce and to human resource 
systems that shape the customer-worker interface’ (2000: p543).
However, at the UCC when all of the experienced staff were engaged on calls the 
ACD system was programmed to route a waiting customer to the next available 
operator. On these occasions, a ‘business’ customer might find themselves talking to 
an advisor employed on a temporary contract or by an agency.
Schacht’s (1985) research into the evolution of operator services into companies such 
as AT & T and British Telecom found that 100 years ago operator service jobs were 
thought of as highly skilled within a ‘High Tech’ industry. From 1900 onwards, 
personnel policies to control work behaviour included the recruitment of white middle 
class women with a diploma or high school degree -  because they matched the 
characteristics of the middle and upper class people who could afford telephones. 
Selection procedures required women to pass extensive entrance examinations; 
training covered rules of behaviour, speaking and scripts.
241
Advances in technology have simplified the telephone work in that operators are no 
longer required to physically manipulate cords to make telephone connections, 
however, many of the elements of the training programmes delivered then are still in 
place, albeit the content has been updated.
One might expect temporary workers at the UCC to receive proportionally more input 
than their experienced colleagues, in order to ensure they were meeting the expected 
customer service standards. However, in call centres training for job proficiency is 
usually balanced with financial and operational constraints. Limited employment 
opportunities and managers focused on cost efficiencies can mean investment in 
development and training is reserved for full time staff. Full time employees may be 
considered a greater asset to the organisation and more likely to remain in 
employment for sufficient time for the organisation to recover its investment.
The likely occurrence for temporary workers is therefore they under perform in 
qualitative and quantitative measures vis a vis the full time staff. This secondary 
labour market is likely to be lower paid, although they may be doing similar or 
identical work to full time staff. Employers may also have a financial interest in 
maintaining workers on a temporary contract as stated above.
Data suggests that a more coordinated approach to identifying and meeting the 
training needs of new UCC staff might be adopted. For example, actors said: 
“Conflicting information is given by managers to new staff who get angry and 
confused.” (UC01). On the basis that ‘knowledge is power’ in a practical sense, it is 
easy to appreciate how having incorrect information regarding policies, products or 
systems would impact upon new staff through their interaction with customers and 
undermine their tenuous sense of control in a new job.
5.10.3.2 Training and Development
From the literature, Callaghan and Thompson’s (2001) case studies found that call 
centres operate through integrated systems of technical, bureaucratic and normative 
controls. They argue that the provision of training programmes, in addition to 
supplying skills, is among other mechanisms used by management, (2001: pl4).
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Houlihan’s (2000) research found:
“Employment begins with a four week to six week induction and training 
programme. During this time, newcomers are heavily socialised to the culture 
and beliefs of the organisation. Most of the time is spent on systems training, 
but this is interleaved very skilfully with an imparting process based on 
apparently informal and spontaneous storytelling which frames norms, values 
and coping mechanisms” (2000: p231).
In this study, managers at both sites aimed to train and develop staff to a high 
standard, but at the TCC it was acknowledged that this was not possible. The 
induction training period at the UCC was 6 months. Initial ‘soft skills training’ had 
been provided by externally and had been resisted by staff. Managers now delivered 
this. Training received at the UCC included specialised product, industry knowledge, 
and ‘soft skills’, which covered elements of customer service and communication.
At the TCC, training time had been cut from 6 to 2 weeks duration.
Standards of training were perceived as having been higher in previous years.
The six weeks induction training used to be provided to advisors before ‘going 
live,’ which included systems, process and customer service skills. It was now 
usually two weeks and had been shortened to one week for recent recruits.
Process training was reported as ‘being asked to read a document.’ Working 
to tight time frames meant ‘detail and quality were sacrificed,’ (TCI 1).
Other actors described it as: “adequate in specific content (faults or billing) 
but lacking in overview of how the overall contact centre works” (TCI 2).
The data at the TCC suggested the onus fell to actors to make sense of the input they 
were given and utilise it in difficult conditions.
At the TCC, a ‘call accreditation form’ was used by Team leaders to assess advisors. 
It had six criteria for assessment, including: Introduction, Fact-finding, Clarification, 
Resolution, Proactivity, Call Closure and Overall. Within these categories further 
competencies would be assessed, such as: informing customer of data protection act, 
questioning skills, listening, confirming understanding, objection handling, dealing
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with payment issues, identifying revenue opportunities, setting realistic expectations 
for time to resolve the customer problem, etc.
The final category: ‘Overall’ advocates use of the customer name (twice) and points 
to use of voice tone, pitch, expression and ‘soft’ skills.
At the UCC, material was shown that outlined questioning techniques, and a ‘seven 
steps to effectiveness’ model for call handling. These steps contained: Preparation; 
Welcoming the call; Establishing the Needs/Questioning; Confirming and 
Summarising; Presenting Choices; Closing; Exiting the Call.
Such tools are fairly standard in the call centre industry. Each organisation has its 
own model of ‘the perfect call’ (Alferoff & Knights 2002, Thompson et al (2004) 
which it seeks to bring into being through training and on the job reinforcement and 
supervision. Criteria typically assessed includes: how the call was opened, the manner 
in which the body of the call was performed and how the call was closed. Assessment 
of call requirements included: phone manner, ability to build rapport and courtesy to 
customers.
Some managers believed training given was adequate, although at the UCC it was 
acknowledged that the team leaders knew best what was delivered.
5.10.3.3 Line Managers assisting with the development of new skills
Coaching was used at both sites. At the UCC, Team leaders attempted to use call 
coaching to ‘reinforce positives as well as highlight shortfalls’. At the TCC, coaching 
involved monthly review sessions between team leaders and advisers.
Call coaching had been a regular feature at the TCC but had stopped recently. It was 
not regarded as effective by advisers: “It’s all right for tone of voice, that sort of 
thing” (TCI3). It was reported as lacking in information about product or processes. 
Advisers valued having the correct information to give to customers. Lack of help 
from team leaders, whether intentional or otherwise was perceived as them 
demonstrating power over their staff. Lack of help from TCC team leaders was cited 
as a reason for staff leaving: “it can push people to leave, if they find something on
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the same salary it will push them to go” (TCI2).
Some managers at the TCC saw themselves as key to encouraging staff to develop 
and felt frustrated with the number of organisational changes in their centre and the 
impact they had on developing workers. For example:
"From a management point of view it’s extremely difficult because you can’t 
follow anything through. We pride ourselves on developing people here and 
we are pretty good at it most of the time. But, you could sit down with 
someone formulate their personal development plan and really start working 
hard with them on it and then they are off into someone else’s team and you 
have to start again with someone else” (TC12).
The themes of powerlessness and survival reappear above, this time in the work 
experience of the team leaders and operational managers attempting to implement HR 
practices.
Team leaders at both sites believed some staff did not want to develop themselves. It 
is possible that these beliefs may become ‘self fulfilling prophecies’ where staff 
assumes the behaviour that was expected of them.
There was support, to some degree, of the team leaders views at the TCC by actors 
who said they felt pushed to develop whether they wanted to or not. One actor said:
“The team leaders are pushing you to do other things and you’re thinking: no,
I don’t want to do that for my own personal motivation, I don’t need to do 
that, I am quite happy coming in doing my job and going home again. It’s 
always as though you’ve got to be striving, when in fact they need people who 
are happy just to do their jobs 110%” (TC12).
Staff at the TCC had developed coping strategies for dealing with unwanted pressure 
to develop from team leaders. An actor commenting on appraisals said: “half of us 
just blatantly lie, we say we are going to do this and this. We just change the dates on 
the end of the personal development plan because we’ve not achieved it. The team
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leader doesn’t particularly look back and they will have changed possibly. They 
change the teams every three months” (TCI2).
Ackroyd and Thompson (1999) write about a concept known as ‘organisational 
misbehaviour’ where employees acts of ‘deviance’ are attempts to resist ‘threats to 
self coming from managers. In considering the above findings, the advisors may 
have been successful in reclaiming a sense of autonomy for their behaviour and in 
deflecting possible punishment for not achieving development targets, but their 
solution to the problem may only be temporary. The same situation can manifest 
repeatedly until the cause is addressed. This appears to be related to the broader 
changes impacting upon the organisation, making implementation of HR practices 
problematic with professional development objectives not chosen by the worker.
Referring to the literature, Collinson’s (1992) view supports this. He says:
“In so far as oppositional practices involved adjusting to their circumstances 
the effectiveness of resistance is undermined” (1992).
One course, run at the TCC: ‘Cisco Routers’, was regarded as ‘excellent’ and a 
recognised industry qualification. Staff experienced themselves: “pushed to do it 
although it had no relevance to their work” (TCI2). The paradox was that staff 
thought it would be useful on their CV when they left the company.
Bearing in mind the discussion in RA2 on job satisfaction and Belt’s (2004) findings 
above, it is plausible that team leaders were applying a ‘one size fits all’ approach to 
motivating and developing staff, which was inappropriate. Some staff appeared to be 
receiving input that wasn’t valued, whilst others wanted more support and training.
No mention was made of accommodating individual learning styles, or as is 
sometimes the case in the more advanced contact centres, variance in motivational 
strategies for low, medium and high performers.
Staff at the TCC appeared to be in a double bind in that they felt expected to know the 
new products and services but had not been given the opportunity to learn them. 
Training and learning opportunities had been affected by the reorganisation, which 
was said to have changed the role of the trainers drastically. There was no call centre
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training team and seven consultants serviced the company globally. The new plan 
was to provide training packages designed to work streams. Induction training was 
delivered online with no classroom based training courses. There were doubts about 
how effective this would be for developing interpersonal skills (TC08). Saving 
money was thought to be the driver for this initiative, (TCI 1).
The apparent differences of interests between team leaders and advisors discussed 
above suggest a powerlessness in managers and staff who seem obliged to operate 
within the systems of the company, although they had a perception of them not 
working. The data clearly shows the frustration felt by managers regarding their 
inability to develop staff because of the continual team reorganisations.
Actors said they were asked to ‘self learn’ at their workstations using CD’s and the 
intranet between customer calls. It was not clear if they had the time available to do 
this. This largely unstructured practice was likely to make learning and serving the 
customer problematic. Unless the advisor was given a block of time to Tog o ff from 
the system, (which was not how the practice was described) incoming customer 
queries could become a distraction to learning, and learning a distraction to serving 
the customer. This may result in neither activity being fulfilled fully with additional 
pressure brought to bear upon the advisor where the fulfilment of one objective was at 
the expense of the other. Some workers were believed to take materials home to learn 
in their free time, but this was officially not sanctioned or paid for by the company.
It was hoped that the move to the new flagship office would address concerns. One 
team leader expected: “a better desk top working environment and training facilities, 
so that when employees used the online interactive packages they could go into the 
training room, which would be quiet and away from their desks” (TC10).
At the TCC the ongoing focus on worker development, whether wanted or otherwise 
seems to parallel the continuing drive to make profit, although subservient to it.
Actors at the UCC voiced that they would value the introduction of qualifications that 
recognised their ability. This was a process that was already underway with the 
attainment of National Vocational Qualifications (NVQs). NVQs focus on recognition
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through assessment of an individuals practical application of job knowledge. NVQs 
have gained popularity in the UK as a means of recognising the skill and experience 
of staff within the workplace. Many call centres have assisted staff to attain NVQ’s 
for customer service, call handling, supervisory and management capabilities. 
Thompson et al (2004) are critical of their value, arguing: “these do no more than 
formally certify the practice of existing social competencies within a low-skill 
ecosystem” (2004: 148). The researcher has found that some staff find 
acknowledgement of them, and their competencies important. At the UCC, NVQs 
were regarded as working well, albeit that the actor who commented was involved in 
phased delivery of the programme. They said:
‘T m  the only assessor here in the call centre. Qualifying here as an assessor 
means that I can generally start them off, run workshops for them, assess their 
portfolio and then send it off to be verified. It’s been really good, so far about 
18 staff have been through from forty five staff members, it’s a rolling 
process.”
Criticism of NVQs from participants is more likely to be about the procedural nature 
of the process and time involved in collecting and documenting the evidence to 
demonstrate competence. Thompson’s (2004) argument that the competencies 
‘already exist’ is valid in the sense that they must exist in order to qualify, however, 
this discounts the possible learning that may accompany the recognition of tacit 
knowledge, which is demonstrated as part of achieving the award.
5.10.3.4. Career progression:
Career progression could take three forms: leaving the organisation, leaving 
the centre to work elsewhere in the organisation, or being promoted within 
the centre.
Agents’ career progression on the telephone was linked to skill level. The more 
experienced staff taking the more complex calls. Being promoted ‘off the phones’ 
meant becoming a manager or moving sideways to a specialist function, such as
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marketing. In the Telecoms centre there were three levels of frontline work: agent, 
adviser and analyst. Perhaps because of the limited number of management positions 
available, (in contrast to those working on the phone), achieving a management role 
was regarded as a major achievement. At both sites women had developed careers 
inside the call centre moving into team leader and managerial roles.
Career progression was linked to staff development. Assessments of skill levels were 
used to determine staff development. These could be used by staff at the TCC to 
justify asking for a pay increase or by management to decide who should be made 
redundant.
Tactics for coping with and subverting unwanted management pressure to 
develop included anticipating management role changes and as shown from the data 
above modifying incomplete performance appraisal documents to avoid 
confrontation.
Time for staff development was reported as limited at the TCC.
At the UCC there appeared to be a larger number of female employees working as 
agents in the centre. At the TCC the gender split appeared more equal between the 
sexes. The gender of the actors participating in the research was predominantly 
female, with 12 women and 1 man.
Belt’s (2004) research in call centres found there was a substantial core of long 
serving female employees who had been working in agent roles for over 10 years. 
They were estimated to make up between 30-40% of the workforce. Most of these 
women were over 40 years of age, with caring commitments outside of work and 
often working on a part time basis, (2004:pl78). Belt (2004) found managers in both 
sectors looked upon the presence of this group very positively as providing 'stability’ 
to the workforce because they were ‘not interested’ in developing a career, and were 
‘happy’ to remain in agent roles. Belt (2004) found that across four contrasting 
industry sectors: retail financial services, mail order, information technology and an 
‘outsourced’ call centre all managers stated they would like to recruit more women 
returning to work after a break from employment to bring up children for the same
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reasons. Belt (2004) concluded: “call centre employers were capitalizing on gender 
divisions by actively recruiting women that they perceive will not be interested in 
promotion” (2004:p 179).
The argument that an underclass of female workers was created by management 
discounts the lack of career orientation amongst older women and women with 
children. This was supported by female respondents within Belt’s (2004) research. 
Many said they wanted a job where they could “switch o ff or “leave the work 
behind” (2004: pl78). Hakim (1996) made parallel observations in her research 
finding a significant group of women in the labour market would prioritise their 
domestic lives rather than their workplace careers. Hakim (1996) found that 
‘convenience factors’ and ‘social interest’ were important criteria for choice of jobs, 
which were more often than not found in low status, undemanding work.
This research, as did Hakim’s (1996) work, suggests that actor’s own work 
preferences and intentionality have a significant influence on the resourcing of staff 
positions in the work environment. The researcher postulates that although staff 
chose their roles the social constraints that may be influencing those choices have not 
been fully explored. Walby (1997) points out that: “women make choices, but not 
under the conditions of their own making’ (1997:p25).
5.10.3.5 Line management supervision and support
Targets and pressures were cascaded down line at the TCC with senior management 
perceived as remote figures. However, at the lower end, but not at the bottom of this 
chain of command, is the team leader. As discussed, (in Principles of classical 
management theory after Morgan (1986: p26) in: Unity of Command), this study 
found that the team leader had a significant impact upon the work experience of 
actors. Lack of help/coaching from team leaders at the TCC was cited as a reason for 
staff leaving. This finding, (in section 5.4.1) is supported by Holman’s (2004) study. 
Holman (2004) said:
“a review of the literature suggests that four factors have a significant effect 
on the well being of CSRs in call centres. They are job design, performance
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monitoring, HR practices and team leader support' (Frenkel et al (1998), IDS 
(1999), Knights and McCabe (1998), Taylor and Bain (1999).
Support from supervisors, teams and technology and other departments have been 
found to lead to higher worker satisfaction, commitment and self -  reported service 
quality (Sargent and Frenkel (2000:pl8). Causal relationships are not clear in this 
area of research as other researchers have found that customer satisfaction leads to 
worker satisfaction. (Ryan, Schmit and Johnson (1996: p853). This topic is explored 
further in RA4 below.
The term ‘team leader’, with its sporting associations has been criticised as a more 
socially acceptable term than supervisor, which its overtones of shop floor 
responsibility and control, (Shellabear 2004, published elsewhere). Data in this study, 
and the researchers work experience of call centres, has found that team leaders can 
be perceived as the policemen focused on achieving satisfactory metrics to please 
management and their clients. In Chapter two, parallels have been made with the 
foremen in the manufacturing industries, whose job was to control workers in the 
production line and ensure targets were achieved.
McKinlay and Taylor’s (1996) research indicated: “team based work organisation and 
empowerment ideology did not eliminate the control imperative from the workplace 
and that employee opposition was articulated through empowerment ideology, (1996:
p200).
From the data there were considerable differences in experience, ability and style of 
team leaders (UC03). Some were more formal than others and skilled at working 
with their people. Some team-leaders perceived they had autonomy in how they 
worked, others found themselves in circumstances not of their own making.
In Principles of classical management -  unity of command (appendix), a sense of 
powerlessness was identified regarding the actor’s choice of team leader and low 
control of work methods. The remoteness of senior management was thought to be a 
contributory factor to poor supervision.
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In Principles of classical management -  Span of control (appendix), data showed 
actors at the UCC felt unrecognised for their work and that TCC team leaders were 
perceived as unhelpful and unresponsive.
In comparing and contrasting data at the TCC, there is a sense that having to accept 
unsatisfactory work conditions was perceived as a necessary aspect of the job by 
actors at manager, team leader and advisor levels.
Direct control managerial practices (Watson 2003) were evident, including close 
supervision and monitoring of activities, tight rules, highly prescribed procedures, 
centralised structures, low commitment, low trust, adversarial culture, and a tightly 
bureaucratic structure.
These are in contrast to indirect control attempts, characterised by: empowerment and 
discretion applied to activities, loose rules, flexible procedures, decentralised 
structures, high commitment culture, culture of mutual interests, a loosely 
bureaucratic structure and culture, (2003: pi 12).
Scott (2003) argues that factors which influence managerial choice of one type of 
control or the other include the selection of either a low or high commitment 
resourcing strategy. High commitment human resourcing strategies are defined as 
when:
“employers seek a close relationship with workers who become 
psychologically or emotionally involved with the enterprise. Opportunities for 
personal and career development are built into people’s employment, which is 
expected to continue over a longer- term period and potentially to cover a 
variety of different tasks. Workers are given discretion about how tasks are 
carried out.” (2003: p i 12).
Low commitment human resourcing (LCHR) strategies were defined as:
“employers acquire it at the point when it is immediately needed. Workers are 
allocated to tasks for which they need very little training, with the employment 
being terminated as soon as those tasks have been completed. The 
organisation-worker relationship is a t 6arm’s -length’ and calculatingly
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instrumental one. Work tasks are closely supervised and monitored/ (2003: 
pl09).
This thesis suggests that although a documented policy was not seen, different 
resourcing strategies, and managerial approaches may be utilised for staff employed 
on different types of work. Certainly, the employment of temporary staff at the UCC 
fits the LCHR model. A high degree of emotional and psychological involvement 
was sought at both sites from more experienced staff, a HCHR factor. Evidence of 
personal and career development being ‘built in’ to employment was apparent in that 
there were three levels of frontline advisors at the TCC and specialists at the UCC. 
Limited team leader positions were promotion opportunities as were specialist 
positions ‘off the phones.’ Workers discretion and trust by managers in staff was 
evolving slowly at the TCC driven by the new customer segmentation. Long term 
commitment and enthusiasm of staff was proving difficult to build at the TCC, 
because of job insecurity and low morale after redundancies.
Team leaders lack of role related knowledge compounded staff difficulties in asking 
for assistance. Not knowing ‘the jargon’ undermined team leader credibility at the 
TCC. Low job knowledge was believed to be the cause of unrealistic demands at the 
UCC. As one actor said: ‘they’ve never sat and done the work’.
There were differences at the two sites.
Management at the TCC acknowledged that not all team leaders were effective at 
coaching with varying ability in team leaders skills. The newer team leaders were 
considered less experienced. Established team leaders encouraged them to get more 
involved with the team. However, staff at the TCC didn’t believe that management 
appreciated the depth of the problem or how advisers felt about team leaders.
Management at the TCC said they were aware of differences in the abilities of the 
team leaders but did not appear to appreciate how their lack of technical knowledge 
undermined the working relationship with their team and the service customers 
received.
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In the absence of communication from the team leaders, staff concluded that they 
were having power asserted over them. Data extracts show the emotional distance 
between management and advisors evidenced by: “Management could say thank you 
more” (TC13). “Management haven’t got a clue that team leaders are disliked and the 
team do it all (work), (TCI2). This distance may be permeating downwards from 
senior figures, for example: “There is no communication, (from management) but 
staff sense when a change is coming” (UC05).
Could this remoteness be a strategy to avoid having to deal with unpleasant issues, or 
a learned method to advance in the organisation, or possibly both? Perhaps the use of 
the words ‘strategy’ and Teamed method’ might suggest conscious acts, however, 
such strategies may be unconscious in that they could be outside of the awareness of 
the individual.
As has been observed elsewhere, team leaders and managers were subject to 
evaluation and criticism from staff. One advisor said:
“We all know what we are doing, so in our particular team we don’t even need 
a team leader and the fact that we’ve got one causes us problems. Even 
though he’s not a bad team leader, he’s a fairly good one. But they dish out 
the work for the team to do and we’ve got our normal calls to do. Why would 
we want to do their work as well with not really any thanks or recognition? 
(TCI 2).
One manager, seeking to deflect such attentions, sought to prove themselves by 
demonstrating they knew as much about the new product technology as the staff.
They admitted: “I agree with the theory that you don’t actually have to know the job 
to manage the people but I quite like to be able to do that. I feel more confident if I 
know what they are doing. I like it to be seen I can take on-board the new technology 
and skill set.”
Interactions between advisors and team leaders took other forms. At the UCC, one 
actor said that line managers were: “supportive of those who can’t cope with the
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work” (UC04). This seemed in stark contrast when viewed alongside other comments 
from actors such as: “you have to ask them to find out” (UC05) and “it would be great 
if someone took an interest” (UC05). This suggests that managers may switch to 
become rescuers of staff when the intensive nature of the work becomes too difficult 
to bear.
Argyris (1993) discusses mixed messages or contradictory statements as a 
characteristic, if paradoxical way in which managers avoid directly confronting 
difficult issues. He terms these ‘defence routines’ that are mechanisms that enable 
organisational life to go on, (1993: p40). Although they may contribute towards deep- 
rooted problems that inhibit communication and learning, they serve a purpose and 
are inherent within organisational processes. For example, ‘autonomy versus control’ 
an issue at the TCC, outlines how senior managers may say they want their middle 
ranking staff to have a degree of freedom and reinforces this in non critical situations. 
But in critical situations, which may be where the delegated middle manager (or team 
leader) will want to demonstrate their capability, the senior manager feels the need to 
come in and give their support, that is ‘take over the reins.’ The message sent is 
therefore ambiguous ‘you are in charge, but ultimately I need to have the final word’. 
Argyris (1993) points out that this is a paradox and argues that an important 
mechanism for sustaining the paradox is not to discuss it.
Monitoring of call types, content, and application of skills related to core 
competencies, hours worked and results occurred at both sites. At the TCC 
there were more issues relative to monitoring. These included managers citing staff 
demonstrating the skills when they knew they were being monitored. Also that 
monitoring sent a message to staff that they were not trusted to do the job. Managers 
at the TCC were grappling with leaving themselves vulnerable to staff mistakes in 
order to comply with the new customer segmentation plan.
Referring to the literature, Femie’s, (2004) research found intense monitoring was 
disliked by staff in centres that were categorized as ‘authoritarian’ and ‘empowered’. 
2004: p 66). However, in this study as discussed, being monitored was not reported as 
an undue concern for staff.
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From the literature, Stanton (2000) states:
“the objective of monitoring is to ensure that advisors meet the prescribed 
technical and social service standards. Technical measures given as examples 
include: ‘call time’ and ‘accuracy of information’, whilst social standards 
might be ‘friendliness’ and ‘persuasiveness.’ This may be done in a punitive 
manner or as part of a wider development system of training, coaching and 
performance development” (2000: p85).
This suggests that monitoring may be delivered and received positively. At the TCC 
there were differences in perception regarding effectiveness and stated hours spent 
formally coaching and monitoring by team leaders and staff.
For example: “I probably coach each advisor once a day” (TCI2) and “coaching is not 
very effective, (TCI 3). If the experience of the actor above is typical, it suggests a 
number of factors.
These are:
1. The calls are not formally monitored.
2. The calls are formally monitored but the team leader says nothing about them 
to the staff member.
3. The calls are formally monitored; feedback is given by the team leader but 
discounted by the staff member.
All three options are of concern from a managerial perspective. Further research 
would be required to identify which applied at the TCC. Actors said that coaching by 
listening to calls and giving feedback had stopped. This had focused on 
communication and customer service skills. Actors gave examples of the areas they 
would receive coaching on as: tone of voice, courtesy, politeness, and specifics such 
as thanking the customer for the call or giving their name. Actors reported they were 
not assessed on giving the customer technical information which was perceived as a 
failure (TC13).
The absence of technical coaching may be linked to the lack of product knowledge 
attributed to team leaders. There is evidence that the TCC team leaders believed they 
influenced the behaviour of workers through monitoring. For example, one team 
leader said: “When staff are listened into they will make the perfect call” (TCI 1).
256
This suggests that staff have the ability to communicate to customers to a high 
standard, (in the company’s terms), but are more likely to do so when they are aware 
that they are being monitored. The same manager later qualified this saying:
“90% of the staff would give the same standard of service to customers regardless of 
me listening to their calls” (TCI 1). Common problems, observed by the team leader 
were: “staff changing the greeting and not selling to customers because they didn’t 
feel comfortable with it” (TCI 1).
At the TCC management had run a training programme for team leaders called: “Get 
Fit for Change.” It was hoped that this would release them from administrative tasks 
so they could spend 75% of their time coaching. One manager thought coaching 
accounted for 50% of team leader time as they had project work to do. The number of 
direct reports to team leader was thought too large, an average of 12:1.
From the literature, Grant et al (1989) argue that employees can benefit from 
performance monitoring as it enables them to improve their performance and develop 
new skills, (1989: p306).
Some managers were firm advocates of coaching and assessed their people to 
improve. The theme of trust and respecting staff to work as adults was repeated, 
(TC07). Team leaders attended ‘one-to-one’s (meeting with their managers) on a 
monthly basis, and held one-to-one’s with their agents monthly, (TC07).
The coaching methods focused on understanding the advisor and using questioning 
techniques, such as open and closed questions, to have the advisor find solutions to 
their own problems. This was part of a strategy to move from ‘telling’ which was 
thought to be authoritarian and ‘non coachy.’ Once the advisors had identified the 
solution themselves, managers believed this would increase ‘ownership’ and resolve 
from the advisor to address the problem. The advisor would then be asked to write an 
action plan with tasks to do, dates and times (TC07).
Mckinlay and Taylor (1996) found that despite high commitment human resource 
strategies, worker involvement schemes did not eliminate employee resistance to 
managerial directives. Taylor’s (1998) research of telephone sales employees
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suggested ‘employee internalization of attempted normative and discursive controls 
must not be assumed even when worker behaviour may indicate “consent” (1998: 
plOO).
Broek (2004) states:
“because employees contest managerial policies and practices, call centres do 
not represent the ‘last frontier’ of managerial control, but rather are contested 
sites of resistance and negotiation” (after Thompson and Ackroyd 1995;
Taylor and Bain 1999 cited in Beery and Kinnie (2004: p268). This was 
supported by the findings under Training and Development (above), where 
actors at the TCC discussed their use of personal development plans.
Evidence was offered that team leaders and managers could be valuable allies to 
workers. Managers were expected by advisors to back them up in dealing with 
customer problems and complaints. Some managers did and customers responded 
positively. Other managers were felt to undermine the advisor by giving anything just 
to keep the customer happy.
5.10.5 Research Aim 4 (RA4) What were the workers ’ views on standards o f service 
and how might their feelings be related to the service the customer received?
5.10.4.1 Standards of service
In section 5.4.2 analysis of similarities and differences (RA4), there were varying 
perceptions of the standard of service provided. In reading the data, it is apparent that 
actors thought predominately of the service provided to external customers, rather 
than internal customers. For example:
“We provide a high value service. I know from working here and having been a 
student. People go out of their way to help” (UC03).
As a result, the data offers comparisons between external customer types and the 
service they receive, rather than considering colleagues internally. This is not unusual
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for in call centres it is the customer whose requirements must be satisfied and whose 
orders must be met (Fuller and Smith 1996).
At the TCC, customers were divided into tiers. The new customer segmentation 
structure aimed to provide customers with an appropriate level of service, based on 
their technical requirements and company spend. Actors said: “Customers with 
higher spend would be potentially using more expensive complex products, so a more 
experienced agent will answer their call” (TC10) and “The higher the spend the better 
the service” (TC09).
Higher spend customers using more complex products had specialist named contacts 
to service their requirements. Adviser groups were limited to ten people as part of a 
strategy to enable customers to get to know personnel.
For customers in the lower segments, who were members of the general public or 
from smaller companies, this meant a larger team received their calls where the 
customer name would not be known. This, among other elements may affect the 
advisor’s ability to build relationship with the customer, which in turn will influence 
the customer experience.
Service orientated attitudes appeared present at both sites, with actors volunteering 
examples of how they gave customers ‘good’ service. Examples of staff perceptions 
of ‘good service ’ from the UCC included: ‘calling the customer back as promised’ 
and ‘going out of your way to help.’ At the TCC ‘showing interest in the customer,’ 
and ‘being polite and honest’ regarding when tasks would be completed were cited.
Tensions at the TCC regarding the service given to customers emerged from 
management’s segmentation plan and actors intrinsic desire to serve all of their 
customers equally. For example: “I’m guilty of always considering each customer 
important” (TCI2) and: “I always look at the guy only spending £2000 and think 
perhaps their partner, mum, or dad runs a multi million pound business (TCI 1).
The matching of staff to call and customer types at the UCC has been discussed, from 
a recruitment perspective earlier in these findings. From a service aspect, actors said:
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“Simple calls require lower skill levels” (UC01), “Business school team get 
more in-depth advice” (UC02), “Simple calls are dealt with by temporary 
staff’ (UC01),“The detailed enquiries receive a better service” (UC01).
These extracts suggest that management had a conscious strategy to control the 
customer’s communication, probably formulated after their commercial potential and 
technical requirements had been assessed and matched with staff resources.
Call waiting time was not reported as an issue for servicing of customer groups at 
either site. Companies have been accused of discriminating against customers based 
on income and postcode putting less affluent customers on hold to give a more 
‘personal’ service to richer customers, (Derbyshire 2005)
Actors at the TCC admitted their failings in serving the customer, volunteering the 
following extracts: “ There are lots of missed opportunities to show interest” (TC10) 
and “We are not good at telling the customer how long things will take (TCI 1).
Taylor and Bain (1999) drawn attention to the intensive use of scripts in call centres, 
however, neither site used scripts or call guides. Agents were familiar with the call 
content and the sequence of questions they were required to ask, in effect working 
from an internalised script for the call. Actors at the TCC thought scripts were 
counterproductive to providing ‘good customer service’ as ‘customers didn’t get the 
human interface if you were reading off a piece of paper,’ (TC08).
Actors at both sites had access to a knowledge base via their computers. This 
information might be helpful in responding to customer enquiries.
Deery et al (2004) state:
“front line workers are normally required to structure their interactions with 
customers or clients in such a way that will produce a desired emotional state 
in the service recipient” (2004: p 201).
In telephone service work this emotional work has been characterised as ‘smiling 
down the telephone’ (Belt, Richardson and Webster 1999). Taylor (1998) state:
“call centres are a good example of interactive service sector work. In such 
work particular attitudes and feelings -sometimes summed up in the term
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‘emotional labour’ -  are combined with product knowledge in order to 
maximise the quality and quantity of output, often measured in terms of 
customer satisfaction, (1998: p 84).
At the TCC, evidence was supplied suggesting the communication skills of the 
advisor may be inseparable from the customer’s perception of the service received 
from the company. For example:
“The people with the better customer service skills are going to make the customer 
feel they are getting what they deserve. As long as they (the customer) think they are 
getting it (the service) it doesn’t actually matter” (TCI2).
At the TCC, prior to the move to the new centre, the legacy of past acquisitions and 
non integration of the customer database, necessitated having multiple computer 
systems open simultaneously to answer customer queries. This hampered operations 
and interactions with the customer.
5.10.4.2 Feelings related to standards of service
Although the nature of the calls were different, there was evidence that experienced 
staff at both sites enjoyed preferred taking more complex calls. At the UCC, staff 
reported that they ‘got fed up with repetitive, tedious calls, (initial course enquiries or 
brochure requests UC02, UC03, UC04). The high volume of brochure requests at the 
UCC is likely to have contributed to repetitive calls being experienced as more of an 
issue. At the TCC, the three level career structure and the customer tier structure 
determined that the more experienced staff received the more in-depth 
conversations.
At the UCC, one actor said: “the people with the better customer service skills are 
going to make the customer feel they are getting what they deserve” (TC12). He 
continued: “as long as they think they are (getting the service) it doesn’t actually 
matter” (TCI2).
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From the literature, Fernie (2004) state:
“many of the newer service jobs involve voice-to-voice interactions with 
customers. During these interactions, employees are expected to display those 
values of the organisation that created a ‘desired state of mind’ in the customer 
(Hochschild, 1979). The quality of the emotional labour performed by staff 
has an important effect on the quality of service delivered by the provider. 
Indeed, the quality of the service is usually the mechanism by which the 
service is differentiated -  old notions of competing on cost alone are relegated 
to the lower end of the mass market” (2004: p54).
Managers at both sites were interested in the relationship between individual 
productivity, feelings and attitudes. Key to this was keeping a positive atmosphere in 
the work environment. One actor said: “Negativity affects other workers” (UC01). 
And at the TCC: “Staff are encouraged to see the impact of their behaviour on 
customers and colleagues (TCI 1).
Referring to the literature, Ashkansky and Daus (2002) note that people ‘catch’ or are 
‘infected’ by the feelings or emotions of others; a result that has become known as 
emotional contagion, (2002: p 79). From the researcher’s experience this is a well 
known phenomenon in call centres, where agents usually work in close proximity to 
each other. It is likely that managers and staff at the sites would be familiar with it and 
would be keen to ensure a positive working atmosphere.
As Deery and Kinnie (2004) state:
“ positive expressions of emotion by employees can create favourable 
impressions in customer’s minds while negative attitudes expressed by 
employees can similarly create unfavourable impressions (2004: pi 1).
There is a clear pressure upon advisors to act as if they experience events in a way 
that will be pleasing for their customers or managers, described by Wharton (1996) as 
a vital task for frontline service workers: He states: “ to display publicly an emotion 
they may not necessarily feel privately” (1996: p92).
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Bolton’s (2000) has developed Hochschild’s (1983) conceptual framework of the way 
workers manage their emotions. Bolton (2000) claims that workers do not simply 
provide passive emotional labour but are active and skilled emotion managers, with 
the possibility of conflict with managerial objectives (2000: p i 55).
Applying Bolton’s (2000) research to this thesis, an example of how this might 
manifest could be the advisor who stays chatting on the telephone, past the time 
period allocated for a call (average handling time) by the company, because 'the 
customer needed it.’ The legitimisation for disobeying a work directive is justified in 
the name of serving the customer.
This research found mixed views on staffs ability to project a continuous positive 
image to customers over the telephone through the use of vocal tone and language. 
One actor at the UCC said: ‘Tf you are feeling negative it’s very difficult to stop that 
coming over. It can be done if you’re feeling de-motivated, you can put on a good 
front” (UC04). But not all actors thought that way. Another said: “You shouldn’t let it 
(be noticed) I know. It’s probably more noticeable if you are on the telephone. If you 
feel fed up you are going to sound a bit fed up” (UC03).
Referring to the literature, Lee and Ashforth (1990) found that workers who do not 
enjoy their jobs are more likely to feel anxious and experience stress. They are also 
more likely to become emotionally exhausted, a key element of job burnout (1990: 
p743).
Actors at both sites reported high call traffic at peak times when they worked under 
pressure. One actor said:
“The number of calls have increased because of downsizing and more 
customers. The hours aren’t too bad but they (the advisors) are absolutely 
drained at the end of the shift” (TC08).
High workload has been consistently linked to emotional exhaustion in many studies 
(Chapter two, section 2.2.10 Deery et al (2002), Taylor et al (2003), Jackson et al 
(1986: p630). Also, where individuals feel they lack the training and skills to deal 
satisfactorily with the requirements of their job they are more likely to experience 
emotional exhaustion (Maslach and Pines 1977: p i 00). The availability of resources
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in an organisation to help individuals cope with the work demands can affect the 
incidence of emotional exhaustion. Lee and Ashforth (1996: pi 23) found 
organisational resources, such as supervisory and co-worker support, as well as 
opportunities for job enhancement can act as important buffers to stress, (Cordes and 
Dougherty 1993).
At the TCC, team leaders reported more calls escalated to them when they felt the 
customer was not listening or staff felt demoralised or de-motivated. Team leaders 
said they knew when staff was upset because the number of escalated calls increased. 
One actor said: “When they (the advisors) felt better they ‘owned the queiy’ and dealt 
with the calls themselves” (TC11).
The call centre is often referred to as a ‘delivery channel’ for the organisations 
products or services. Viewed in this light, the advisor is a ‘delivery channel’ for the 
call or contact centre and from a commercial perspective, their communication and 
interpersonal skills are the vehicles to serve the organisation’s needs. Although some 
actors appeared to believe that they could ‘manage’ their emotions, despite 
circumstances, to do so on a consistent basis may have implications for their health. 
An area worthy of consideration is the personal cost of suppressing emotion and the 
possible effects of adopting an enthusiastic superficiality within their communication. 
If this became habitual, which assuming they stayed in their roles it may, might it be 
transferred unconsciously into other parts of their lives outside of work? For 
example: with family and friends at home. (Avoidance of authentic communication as 
a defence mechanism is discussed further in section 6.7.10.)
This raises questions regarding the degree to which call centres can encourage 
authentic communication and manage perceived customer expectations, however, 
these questions are outside of the scope of this study.
The findings within this thesis indicate that the actors identified strongly with their 
friends and colleagues within their work groups. It is possible, therefore, that this 
inclusion within a dominant social network was the primary means through which 
workers sought to have their emotional needs fulfilled at work. This group may 
provide a release from constraints within the customer relationships and a reality
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check, helping them to re-establish their identities outside of the customer relationship 
and that of the authority of their employers, perhaps personified by the team leader.
It is possible that staff may have changed the way they felt through the process of 
initially suppressing negative feelings, doing what was asked of them and acting as if 
they were feeling positive. One long serving actor had said: “I had no choice, but now 
I like the work, (UC03).
The quote suggests that the actor was successful in adopting new working methods 
and changing her feelings regarding her work. It is not clear whether her feelings 
changed in response to experiencing greater competence in the role, perhaps over 
time, or whether through acting as if she liked the work, she convinced herself that 
she did.
There were apparent similarities between the management of emotions asked of 
customer service staff and professional entertainment actors. Stanislavski (1863 - 
1938) developed ‘The System’, from which Method Acting evolved. The System 
focused on the development of realistic characters and stage worlds. Actors were 
instructed to utilise their ‘emotion memory’ in order to naturally portray a character’s 
emotions. In order to do this, actors were required to think of a moment in their own 
lives when they had felt, for example, sad and then replay the emotion in role in order 
to achieve a more genuine performance. One-way of doing this was using 
Stanislavski's (2005) "magic i f .  Actors were required to ask many questions of their 
characters and themselves to identify motivations. For example, one of the first 
questions they had to ask was: "What if I was in the same situation as my character?" 
Stanislavski’s System is a complex method for producing realistic characters; most of 
today's actors, on stage television and film owe much to it.
The actor’s success, in these terms, is determined by the degree to which they can 
identify with the characters emotions and ‘become the part’. The ultimate aim is for 
the audience to believe fully in the character and feel for him or her, experiencing 
emotions in themselves, in response. An audience that watches a performance and 
can distinguish between the character and the actor may be engaged intellectually, but 
not emotionally. For many actors this would be termed an inauthentic performance.
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The degree to which the actor is therefore able to draw from their own ‘emotional 
bank’ and express their emotions may determine both the type of characters and work 
they secure.
Telephone work has other similarities with drama or stage work. Telemarketers 
record their ‘Decision Maker Presentations,’ the contacts where they present their 
products or services to the buyer, and might be encouraged to ‘play the part’ 
appropriate to the project. An outsource supplier of telemarketing services calls 
themselves ‘Tele-performance,’ whilst another customer service consultancy 
specialising in call centre work, refers to its staff as its ‘cast’.
Goffman (1983) studied the structure, process, and products of social interaction and 
applied a dramaturgical meaning to social life. He observed that through our 
appearance and “personal front” (Goffman 1954) we manage others’ impression of us, 
influence their definitions of situations, and affect their conduct.
Goffman (1954) describes the activities that serve to influence others in these ways as 
a “performance.” Goffman was a major contributor to the perspective of symbolic 
interactionism, a school of thought within Social Psychology explored further in 
Chapter Six -  Discussion of Findings.
5.11. Secondary Aims
The aims below are secondary in that they draw from the actor’s construction of 
events in the future rather than those they had experienced and remembered as in 
Research Aims 1-4.
5.11.1. Research Aim 5 (RA5) What were the workers ’ own views on changes they 
would make to improve service to customers?
More recognition was cited in different ways. At the UCC, actors cited having 
training and qualifications as an improvement: “Provide formal training for staff on
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courses” (UC02). “Having qualifications for customer service would work because 
receiving it would tell you that you’ve done a good job” (UC05).
Referring to the literature, job satisfaction has been assessed used intrinsic and 
extrinsic measures (see Warr et al 1979). Intrinsic job satisfaction was a seven-item 
measure that enquired about the degree to which workers were satisfied with features 
integral to the work itself such as: opportunity to use one’s skills, autonomy and 
variety, (1979:p285). Extrinsic satisfaction comprised of an eight item measure that 
asked about the extent to which individuals were satisfied with external features of the 
work, such as the way the firm was managed, opportunities for career advancement, 
pay and remuneration.
Data from the UCC suggested having qualifications awarded from recognised training 
courses might be as much an intrinsic measure of job satisfaction, (‘knowing you’ve 
done a good job’), as it might be extrinsic, (‘in advancing actors career prospects’).
Referring to the literature, linguist Charvet, (1997) exploring the source of motivation 
within an individual makes a distinction between external sources, such as other 
people, information received and internal standards and beliefs. Charvet (1997) 
categorises ‘internals’ as: “someone who is motivated to gather information from 
outside sources and then they decide about it, based on internal standards (1997:p49). 
She continues:
“Since they (internals) do not need external praise, they tend not to give much 
feedback to managers” (1997:p49). ‘External’ people are defined as: “needing 
other people’s opinions, outside direction, and feedback from external sources 
to stay motivated. In the context of work, if they do not get that feedback, they 
will not know how well they are doing. They take information as orders and 
are motivated when someone else decides. They have trouble starting or 
continuing an activity without outside feedback or results of some kind”
(1997: p50).
Based on Charvet’s definitions, qualifications would play an important role as a 
source of motivation and direction for externally motivated staff at the UCC.
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Attaining qualifications at the UCC may also represent a desire to redress a perceived 
power imbalance by the individual.
Watson (2003) defines power as:
“ the capacity of an individual or group to affect the outcome of any situation 
so that access is achieved to whatever resources are scarce and desired within 
a society or part of a society (2003: p95).
This motivation ‘to be qualified’ could be part of what Zugbach (1995) termed 
‘deciding what you want and making sure you get if  (1995) within Watson (2003: 
p96). It might also be linked to how the staff members perceives themselves or 
believe they are perceived by others. These considerations open up subtler issues of 
self-image, identity, peer recognition and self-esteem. Being given a recognised 
qualification may be an attempt to upgrade an actor’s sense of self worth, and status 
with work colleagues and figures of authority, such as the team leader or manager, 
(where tensions, and power play have been noted in this study). It may also be 
connected to the actor’s relationship with their job, and whether they believe they are 
capable of more demanding work. In that sense, the staff member may be proving to 
themselves and others, there is more to them than the role they perform. Attainment 
of a qualification may be serving a need to demonstrate independence, autonomy and 
self-expression within a socially accepted form, sanctioned and even paid, or part 
paid, by the organisation.
The absence of formal qualifications at the UCC may be accentuated for some staff by 
the nature of the call centre’s work, which is to ultimately assist the University’s 
students to become better qualified. Data within this study suggests that some actors 
at the UCC have their internal criteria for achievement at work: “people put pressure 
on themselves” (UC03). Therefore, in an environment where qualifications are highly 
valued, those staff may be reminded of the importance of qualifications, or their 
absence of them, by their daily interactions with customers and members of the 
faculty.
At the TCC, to increase staff morale, a manager voiced: "we need to see an 
increase in customer satisfaction directly attributable to staff” (TC10).
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Increasing customer satisfaction was a requirement echoed by advisers although not 
the necessity for them to experience personally creating it.
The theme of ‘importance’, or the lack of it, is highlighted in these extracts. It appears 
to suggest that management see staff feel unrecognised and that for them to be 
recognised, customer satisfaction measures are required to show an increase. In the 
TCC, where the nature of the work focused on technical helpdesk faults resolution, 
the collective currency was ‘customer satisfaction.’ This data suggests that a number 
of perceptions may be present and possibly interlinked. For example: (a) the actors 
sense of self worth and morale may be experienced as associated with the customers 
reported experience of satisfaction. In this case, the suggestion may be that the agents 
have fully identified with the managerial objectives and may go home feeling 
dissatisfied, should customers not express sufficient collective satisfaction, in 
whatever form it is measured. This is problematic if group satisfaction levels are 
shown to be lower than, and in conflict with, personal results and feelings of having 
worked hard and pleased customers on actor’s own interactions.
(b) management believe that agents morale will only increase when the agents 
experience that customer satisfaction has increased, due to their (the agents) own 
efforts. Whilst a proportion of the group’s energies are channelled in the direction of 
satisfying customers, the data suggests there are constraining influences upon agents 
in their role and that managers have a limited ability to increase customer satisfaction 
through their staff. From this, one might conclude that staff morale could continue to 
be low with a corresponding impact upon service delivery.
Negative feedback from customers might follow and this could contribute towards a 
further lowering of staff morale (c) if managers only give recognition when customer 
satisfaction levels increase, as morale and customer satisfaction continues to fall, it is 
unlikely agents will receive it, which in turn may perpetuate the downward cycle of 
sinking morale and customer satisfaction (d) agents appear to believe that customers 
are not fully aware of their importance. This may indicate that agents are aware that 
customers’ needs are not being met with possible negative implications for the 
business (e) levels of customer service should be increased to meet internal or 
external expectations. One might expect management or team leaders to be
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proactively addressing this issue, however, the data suggests otherwise. It may be that 
management have a blind spot regarding their involvement at the TCC or that they are 
avoiding confronting the issue, even to themselves. Egan (1994) defines ‘blind spots’ 
as: “unexamined and undiscussed facts, assumptions, prejudices, and the like that 
keep a problem or issues from being seen clearly” (p23: 1994). Avoidance of 
confronting the issue may be related to management inexperience at a supervisory 
level or as Egan (1994) says: “some managers don’t know what’s going on in the 
shadows, not because they are particularly naïve, but because they don’t want to 
know. Their principle, usually unspoken even to themselves, is: ‘if I know I will have 
to act’. Therefore, they send unspoken messages like: ‘don’t tell me, don’t burden me, 
‘take care of it yourself (p24: 1994).
Staying competitive was suggested as: “extend the opening hours to 9.00pm” at the 
UCC. At the TCC, defining the high spend customers (TCI3), making changes to the 
structure and systems, (TC07, TC08, TC09, TCI2), increasing ownership of customer 
calls that were passed to other tiers (TCI 1, TCI3) and improving communication 
between departments (TCI3) were cited.
5.11.2. RA 6 -Workers’ views on changes they would like to see in their work 
environments
At the UCC, actors suggested improvements show they are still coming to terms with 
the discipline of the call centre regime, such as being allowed to have coffee at the 
desk. Other improvements are similar to the TCC, for example: more pay; new call 
centre furniture, and a programme of ongoing nationally recognised training after 
induction. Individual changes sought at the TCC included: changes to the recruitment 
process, team leaders to develop knowledge through taking calls to help others, 
introduction of flexitime working hours, better working environment and training 
facilities.
Both sites wanted increases in communication and recognition from management. 
Comment on Research Aims 5 and 6 is provided below:
I
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5.11.3 Comment on Research Aims 5 and 6
Extracts above show improvements that may benefit workers and customers at both 
sites. Some have been reported as being implemented since this study was completed, 
in particular: longer opening hours at the UCC, new furniture at both sites and new 
training facilities at the TCC.
Upon reflection, I found the actor’s hopes and suggestions echo many of the earlier 
themes and findings repeated throughout this study. Much of the data has focused on 
attitudes and perceptions related to management issues. As a researcher, I was given 
a wealth of suggestions from workers regarding possible improvements. However, 
not all line managers were as well-informed by staff.
Why this might be the case? I accept that being outside of the social and political 
structures is likely to have afforded me a level of candour not enjoyed by others -  'it’s 
easier to talk to a stranger’. It is also possible, that actors used me as vehicle to voice 
their dissatisfaction; focusing on the areas they were unhappy with and discounting 
the positive elements of their work situations.
However, the sense I had was that many actors were disaffected from their 
workplaces. Those actors who were positive in their attitudes and perceptions, 
and I have attempted to balance the study by their inclusion, appeared to give 
grudging or conditional praise, for example:
“It’s not that bad a place to work for” (TCI2).
And, more positively: “it’s a wonderful place if you’ve got drive and ambition” 
(TC10).
The data therefore portrays a predominantly negative picture revealed in attitudes and 
perceptions of actors. The findings also suggest changes requested by actors may 
require an evaluation of permissions, beliefs and working practices before their 
realisation can occur. Some are likely to be easier to implement than others. For 
example, ongoing communication, greater inclusion and genuine recognition from
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management may only be realisable if fundamental attitudes are examined and new 
behaviour adopted. This will involve considerable commitment. Research quoted 
above suggests this should be top down from director level and senior management.
At the TCC, there was an apparent understanding of the skill gaps of team leaders by 
management, but an inability to address its causes, combined with a seeming lack of 
knowledge of the impact of the knowledge and skill short falls upon workers.
In section 5.4.1 - Principles of classical management theory -  ‘Initiative’, managers at 
the TCC reported mixed abilities of staff to show initiative -
For example one actor said:
“Some staff are unable to think for themselves” whilst others “receive a loose rein and 
then they go off and do some really good stuff’ (TC07).
In Esprit de corps - The employee ‘clubs’(appendix) appeared an attempt to harness 
the involvement of workers in the business at the TCC. However, Team leaders 
talked in terms of an attitudinal shift required in advisors.
For example:
“I think if people expect to be spoon fed everything it doesn’t make for creativity or 
innovation or changing ways, or help them to make the changes themselves, or 
implement new changes that they’ve thought of. Certainly development of team 
leaders would help, but also a shift in attitude (in advisors), to: its what you make of 
it, what you put in you’ll get back out, so take responsibility for your own actions as 
well and don’t expect to be spoon fed” (TC10).
As discussed in the findings (see RA3 above), there it appears that direct control 
managerial practices (Watson 2003) create adversarial relationships. An autocratic 
management style can create both passivity and resistance in workers.
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Therefore creative thinking in the work place, where this management style 
dominates, may be scarce, unless actively encouraged and rewarded by management.
Referring to the literature, Kline and Saunders (1993) state: “the negativity of 
managers towards the thinking of their subordinates often comes from their own fears 
and hidden agendas” (1993: p 73).
They note many managers actively resist new ideas from their employees, as well as 
other benefits that would come from greater employee involvement. The reasons 
given for this are:
“the threat of losing their authority, which would happen if their subordinates 
were to do a better job than they do, fear that they (the staff member) will do 
something wrong and the manager will be punished for it, ego, belief that the 
processes needed to encourage employee involvement will take too long, fear 
that change will only be short term and temporary, fear of losing their job or 
being replaced, inability to see what’s in it for them, cynicism that says:
‘we’ve been through this all before’, concern that they will be left out of the 
development process, fear that the effects of such a change will be very 
difficult and hard to measure in the early stages....because so many managers 
have hidden agendas, they are unaware that their resistance hamstrings the 
creativity and productivity of their subordinates. Often, when performance in 
the workplace deteriorates, they fall back on blaming the employee they 
wouldn’t listen to in the first place. Having crushed the initiative out of their 
workforce, they wonder why their employees act brain damaged in a crisis” 
(1993: p 73).
Increased self-awareness may therefore be the first pre-requisite for managers who 
seek to understand their staff and assist them to think and act with initiative and 
creativity. However, to argue that the responsibility for creativity and initiative lies 
solely with management is to discount the choice and intentionality of the staff.
The findings indicate that staff and managerial values and actions must be understood 
within the organisational and social context, which in turn has to be considered as part 
of the financial and historical backdrop of the business and the market within which it
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competes. In a larger sense, the political and economic system of the society of which 
the businesses are elements can be shown to influence the values, expectations, social 
norms and behaviours of its members.
5.12 Summary
Through varying methods of analysis, the findings illustrate multiple perspectives 
regarding the issues employees face in call centre working and that they can be 
interpreted in many ways. In illuminating the attitudes and perceptions of the actors, 
the findings suggest the issues are interlinked and interdependent.
The findings are offered in the knowledge that as researcher, I have been given partial 
and often contradictory information from different sources. It is clear that 
interpretations of events and linked emotions as reported by managers and staff are 
very different. In my view this adds to the richness and strength of the data.
The analysis provides a snap shot of ‘what was on top’ in the consciousness of the 
actors who were interviewed, and the documentation substantiates or refutes those 
perceptions. The material drawn from other theorists helped to highlight the relevant 
issues. Patterns and themes have emerged from the study worthy of further 
discussion. These are explored further in Chapter Six.
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Chapter Six: Discussion of Findings
6.1 Introduction
“I am I  plus my circumstances ”
José Ortega y Gasset (1986).
In this chapter, the theoretical model -  Choice and Responsibility is developed. It 
builds on the categories described in-analysis of similarities and differences in 
attitudes and perceptions, grouped by research aim (sections 5.10 ) and organisations 
as machines (appendix).
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6.2 The Choice and Responsibility Model
The emergence of the overarching themes of choice and responsibility
self
fulfillmentcontrolinclusion
responsibility
choice
powerlessnessalienation survival
fear driven
Fig. t . l  Choke and Responsibility
This is a description of how to read the model fig 6.1 Choice and Responsibility, 
which is, in a sense, a model of human attitudes, perception and action. We can see
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that the experiences of Choice and Responsibility are depicted above the dotted line. 
The dotted line, situated half way in the model, represents a distinction between 
positive attitudes, perceptions and enablers, positioned above the line, with negative 
attitudes, perceptions and constraints depicted below the line.
The rationale for the positioning of the dotted line makes reference to actors reports, 
discussed in Chapter 5, (section 5.10.3.1) regarding the recruitment strategies of call 
centres managers. These were said seek to recruit and retain workers that hold a view 
of life that is inherently positive: ‘friendly’ ‘bubbly’ ‘resilient’ (TC13) and 
‘optimistic’ showing ‘a willingness to learn’ (UC04), as opposed to negative. The 
selection criteria appears based on the assumption that such employees will make a 
bigger contribution at work and are better suited to representing the company brand 
and services to customers.
Acknowledging, and putting to one side, for the time being, possible issues of 
employee compliance and managerial control, the dotted line is placed in the middle 
of the model, based upon the supposition that actors may naturally possess a tendency 
towards a negative or positive outlook on life. This perspective can be based on 
avoiding emotional pain and reducing risk of failure, termed an ‘away from’ 
motivation or emphasizing the maximization of enjoyment or the attainment of goals 
through striving to achieve them, termed a ‘towards’ motivation. Charvet (2001) 
believes the majority of people hold a combination of both positive and negative 
motivational traits and that the actor may become conscious of theses through their 
use of language. Statistics in Charvet (2001) Language and Behaviour Analysis 
model, showing motivational traits within a work context found that 40% of those 
studied displayed ‘towards’ or positive motivations, 40% showing ‘away from’ or 
avoidance motivations, with 20% interviewed of those equally displaying ‘towards or 
away from’ traits (Charvet, 2001: pl4).
From the data explored in Chapter five, it is posited that three main themes can be 
found within the actor’s attitudes and perceptions. These are: Inclusion versus 
Alienation, Control versus Powerlessness, and Self-Fulfilment versus Survival. These 
constructs, represented in the model are bipolar, in that their relationship is one of 
contrast, representing opposite ends of the actor’s range of attitudes and perceptions.
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In common with Alderfer’s (1969) ERG theory, the ‘frustration -  regression 
principle’ applies within the themes. This principle upholds that if the needs of actors 
are not met they may move attitudinally and behaviourally towards expressions of the 
opposite state. For example, moving from Inclusion, perceived fully as being ‘an 
integral part of the team’ and defined as having the characteristics of: giving and 
receiving information, feeling considered, considering others and having a strong 
emotional attachment to being a member of the team. As distinct from an expression 
of Alienation, where an actor might be ‘looking out solely for number one’ (at the 
possible expense of others).
Each concept may include: emotions, perceptions, supporting beliefs as well as 
elements of interaction with self, significant others and the work environment. The 
themes below discuss these elements, the attitudes and perceptions held and 
experiences lived, sought or avoided by the actors.
Viewing the top right section of table 6.1 it is conceivable that an individual may 
experience elements of one, two or three bipolar constructs but not necessarily all 
three simultaneously. For example, experiences of Inclusion and Control may not 
occur at the same time as Self-Fulfilment. Or an actor may experience Control but 
feel and act in a state of Alienation.
It is also an assumption of the model that the actor is considered to be continuously 
defining and evaluating their situation, making decisions and choices, moving 
attitudinally and behaviourally away from and towards the constructs in the moment, 
traversing the lines from Courage to Choice to Responsibility to conditions and 
experiences of Inclusion, Control and Self-fulfilment or downwards to Alienation, 
Powerlessness and Survival.
Inclusion, Control and Self-fulfilment are conceived as desirable states which for 
some may be aspirational and for others equilibrium conditions.
The Choice and Responsibility Model has similarities with William Schütz’s (1958) 
measurement instrument that assesses the behavioural aspects from his theory of
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interpersonal relations. Fundamental Interpersonal Relations Orientation (FIRO -B). 
According to the theory three dimensions of interpersonal relations are necessary and 
sufficient to explain most human interaction. The dimensions are: Inclusion, Control 
and Affection. FIRO-B has been a widely used training instrument and the foundation 
for many subsequent psychological theories involving self-esteem and productivity, 
Shultz (1992).
Definitions of the constructs within the Choice and Responsibility model are provided 
below with elaborations on the conditions, perceptions and experiences associated 
with them.
Each theme is represented diagrammatically, a theoretical description is given and the 
relationship explored with the theme and other components of the model.
6.2.1 Choice, Responsibility and Courage
motivation
values
T
personal
identity
persona
—  choice---
beliefs
courage j
FIG 6 2  Courage, O w let, and Responsibility
The states of Courage, Choice and Responsibility have an important, interlinked 
relationship with each other. This is explained below.
6.2.2 Choice:
The relevance of the social context and the influence of the constraints imposed by it 
on the actor’s attitudes and perceptions have been explored in Chapter five. Whilst it 
is apparent that there are many influences that shaped their perceptions, many of
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which were perceived as constraints, there is also evidence that the actors defined and 
shaped their own realities.
In support of this, from recent HR literature, Purcell (2003) states:
“One way or another the employee chooses how conscientiously to undertake the job” 
(2003: p 3).
The act of choosing is therefore an individual activity, even in instances of collective 
decision-making, where many individuals choose and a consensus is taken of the most 
popular choices, (from which a group choice may emerge).
Kelly (1969), the originator of Personal Construct Theory, in Fransella (1995) states:
“to believe that man is the author of his destiny is not to deny that he may be 
tragically limited by circumstances. I saw too many unfortunate youngsters, 
some of them literally starving in that depression-ridden dust bowl, for me not 
to be aware of their tragic limitations. Clearly there were many things they 
might have liked to do that circumstances would not permit. But, nevertheless, 
this is not to say that they were victims of circumstances. However, much 
there was denied them, there was still an infinity of possibilities open to them. 
The task was to generate the imagination needed to envision those 
possibilities” Fransella (1995).
To choose implies the ability to perceive a range of options, however, loosely defined, 
from which one might make a selection. To make a choice, within this model, 
necessitates an assessment of external circumstances as well as an awareness of one’s 
own thoughts, feelings, beliefs and values relative to the perception of the external 
factors considered. Within this research, it was apparent that actors perceived varying 
possibilities open to them, however, the rationale upon which they based their choices 
was not always explicit. For example, many reported dissatisfaction at work but 
appeared to have chosen this in that they continued to work in the same conditions, 
although they voiced they were not happy with their employer. This raises the 
question as to whether they were conscious of their choice. Some appeared to accept 
perceived unsatisfactory conditions as an inevitable consequence of the job. It is 
possible that they may have become resigned to their work with the associations of
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‘putting up with things.’ However, it is feasible that actors were not fully conscious of 
their choices, or found a way of rationalising their decisions retrospectively. This 
raises the question, have they made a choice, if they do not perceive they have a 
choice? To answer it from a SI perspective their actions would be said to be indicative 
of their choices.
Referring to the literature, social scientist, Charles Warriner (1970) cited in Jordan 
(2004) states ‘action’ should be emphasised as: “the source of all our basic data about 
human beings” (2004: p 15). Charon (2007) says: “humans act, and from this action 
we can come to understand both the individual and the group” (2007: p i24).
Principal concepts within SI are that the personality of an individual is inferred from a 
consistency in action over time and that their lives are therefore comprised of a stream 
of action.
Charon (2007) states:
“One act leads to another; actions overlap; action flows with only arbitrary 
lines separating one act from another” (2007: 125).
In reality, as acknowledged by Charon (2007) and supported by this research, actors 
may not perceive themselves as acting within a continuous stream of events. They 
define each situation relative to their aims and make decisions on single actions.
In support of Warriner (1970), Jordan (2004) states:
“most commentators and theorists agree that our decisions and actions are, and 
should be, choices; and that these are not derived from stable, moral or 
political traditions.”
He continues:
“They emphasise the extent to which we make up our own order to fit our 
personal development and our preferences” (2004 p. 17).
The key ideas expressed above are ‘personal development’ and ‘preferences’, which 
suggest an evolving sense of self and the influence of emotion as well as logic in 
decision making.
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The more difficult the choice the greater the individual has to draw on internal 
qualities such as Courage, discussed in section 6.4.8.
6.2.3 Responsibility
Supporting research states that responsibility is a function of perceived choice, (see 
Cooper, 1971; Davis and Jones, 1960; Linder et al, 1967).
The researcher suggests that choice and responsibility are intricately linked. It has 
been discussed in Chapter four that an individual is more likely to experience a 
greater degree of accountability for something they have chosen, such as a task at 
work. This can be extended to the way the job is perceived as a whole, including 
working relationships and the environment.
Other supporting literature from Hogg and Cooper (2003) exploring the relationship 
between responsibility and dissonance state:
“if people were forced to behave as they did, or if they could not have foreseen 
the consequences of their actions then they can feel absolved of responsibility 
and experience no dissonance. But if they accept responsibility for the 
aversive consequences of their behaviour, an aversive state of dissonance 
ensues” (2003: p222).
Dissonance is an inconsistency between the beliefs one holds or between one’s 
actions and beliefs. It is likely therefore dissonance would result in negative 
emotions, which would be experienced as uncomfortable from which the actor would 
seek to alleviate themselves as quickly as possible.
A factor which may influence perceptions of responsibility in call centre working is 
discussed by Vecchio (1995) who cites the concept of ‘diffusion of responsibility’. 
This holds that when individuals are in groups, they may feel less personal 
responsibility for the consequences of their actions, (1995: p 411). This can contribute 
to the establishment of a ‘group -  think’ effect, where there is a collective agreement 
for only taking partial responsibility for oneself within the work environment.
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In Chapter 5 (sections 5.10.3.3. and 5.10.3.5) and in ‘organisations as machines -  
(appendix) an autocratic management style was discussed as limiting the 
accountability and decision making of frontline workers. This appears to unwittingly 
contribute to the lack of responsibility taken by staff, who seek to distance themselves 
from any resulting negative consequence of their behaviour,
(as interpreted from organisational policy) and their own negative feelings. The 
defence of those prosecuted for war crimes in peace time who say: ‘It’s not my fault,
I was just following orders’ might be given as a typical response by a manager or staff 
member in a contact centre to a customer complaint, although it is likely to be 
couched as: ‘another person/department was responsible, I was just doing my job’.
6.2.4 Courage
From the literature, Tillich (2000), philosopher and theologian, exploring Aristotle’s 
doctrine of courage states:
“one praises that in which a being fulfils its potentialities or actualizes its 
perfections. Courage is the affirmation of one’s essential nature, one’s inner 
aim or entelechy, but it is an affirmation, which has in itself the character of 
“in spite of.” It includes the possible and, in some cases, the unavoidable 
sacrifice of elements which also belong to one’s being but which, if not 
sacrificed would prevent us from reaching our actual fulfilment” (2000: p 5).
For Tillich (2000), courage is defined as: “the self- affirmation of being in spite of 
nonbeing” (2000: p 86). His exposition on Courage encapsulates the courage to be as 
oneself, the courage to be as a part of a wider community and the overcoming of 
individual anxiety, guilt, fear, doubt and meaninglessness.
Courage within the Choice and Responsibility model (figure 6.1) is shown as a 
transition point to Choice, from the negative states below. If an individual hasn’t yet 
developed a ‘compelling sense of oneself (Hass 1998), having courage, as an 
operationalised value would be helpful in managing fear and insecurities in the face of 
difficulties. Even if one has a strong sense of self or moral integrity, it is likely that 
having a developed sense of courage will be an enabler in helping to focus on higher 
order goals, attitudes and behaviours.
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However, it is recognised that an actor may not necessarily possess the inclination or 
ability to make courageous choices. Courage is therefore a variable element. The 
researcher suggests that for an actor to have the courage to make choices that include 
responsibilities in the face of difficulty is to move towards experiences of Self- 
fulfilment, Control and Inclusion, as defined within the model (fig 6.1). To choose to 
act without Courage may take the actor closer towards experiences of Alienation, 
Powerlessness and Survival. This is substantiated from the data by those actors who 
expressed experiences of setting a direction and achieving it.
A number of contributory factors may influence the actor’s experience and perception 
of Courage, Choice and Responsibility. Within the model these include: Personal 
Identity Persona, Beliefs, Motivation and Values. These are discussed below:
6.2.5 Personal Identity Persona:
From the literature, Schmid et al’s (1991) research into identity transformation in a 
maximum security prison explored how the individual sees themselves in such a 
situation and what happened to identities that were formed on the outside that were 
brought to the situation. They found that whilst inmates arrived afraid and convinced 
they did not want to change their sense of personal identity, they were faced with how 
others in prison have come to see themselves. Unable to avoid social interaction with 
other inmates, their behaviour and identity was found to be influenced by their new 
environment and other inmates. Prisoners were pulled in two directions, a desire to 
hold onto the identity brought to the prison and a desire to communicate and know 
how to respond and cope in the new situation. Inmates were found to put aside what 
they regarded as their true identity, the one that they brought to the prison, in order to 
survive. Schmid et al (1991) state the prison identity is:
“a false identity created for survival in an artificial world” (1991: p421). 
Initially, the inmate had to control how they presented themselves to others, 
simultaneously hiding what they considered their true identity and acting out the 
identity they had adopted under duress. In time, the inmates became used to 
presenting themselves as their temporary identity and their behaviour became 
increasingly habitual.
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As the inmate faced release they had to recall their old identity, recalling what it was 
like to view prison from an outsider’s perspective. The realisation that they have 
changed occurs, more than was wanted. Schmid et al (1991) states:
“He (the inmate) repeatedly confronts the question of who he is, and who he 
will be in the outside world” (1991: p426).
This questioning is reported as a dialogue with self. It was found it was not possible 
for the individual to ignore that changes have taken place within themselves. And, 
Schmid et al (1991) continue:
“to the extent that these men draw upon their prison survival tactics to cope 
with the hardships of the outside world...their prison identities will have 
become inseparable from their true identities” (1991: p428).
This lucid account describes how the individual’s persona, their social façade, sense 
of identity, and changes to it are influenced by interaction with self and others, (after 
the analytic psychology of C.G. Jung),
Schmid et al’s (1991) research is useful in that it illustrates that an individual will 
hold onto their sense of true identity, albeit that this may be modified over time, 
perhaps outside of conscious awareness. It also suggests that radical identity change 
may not be permanent in an individual, once the social group to which the actor 
belongs has been removed.
Whilst drawing parallels between contact centres and prison may seem to some a 
large step to take, (though others have come close to it -  see Femie & Metcalfs 
(1998) ‘electronic panopticon perspective), it is possible to see from the data within 
Chapters four and five of this study that the research sites required actors adapt their 
attitudes and behaviour to survive.
This is substantiated by Reicher’s research (1982, 1984) that once an individual has 
identified themselves as a member of a collective process, they are prepared to adopt 
the norms of the collective and to participate in group actions. A fuller study of 
similarities and differences of these differing institutions may be necessaiy to draw 
any final conclusions, however, in Chapter Four, on recruitment, it was reported that
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many new starters were unable to accept the institutionalised discipline of: “being told 
what to do all the time and being on the phones all day” (TCI2). The contact centre 
staff were able to physically leave at any time, and many ‘escaped’ unlike the 
majority of prison inmates. However, there was evidence of the individual choosing 
their situation and adjusting their attitudes and behaviours to support their choice to 
remain in the environment. An influencing factor to the degree to which they are able 
to do this is likely to be the beliefs they hold.
6.2.6 Beliefs
Bar-Tal (1986, 1990, 2000) argues that there are three types of beliefs: personal, 
common and group. Personal beliefs are beliefs that are clearly located within the 
individual and are unique to that individual. Common beliefs are held by the 
individual, but they are shared by members of a group or collective. Group beliefs are 
uniquely group related, being shared by individuals and defining ‘groupness.’ Group 
beliefs include group norms, group values and group ideology.
Beliefs of all three kinds may inform, influence and determine the choices made by 
employees. Beliefs discussed with self may be reinforced or contradicted by external 
circumstances or significant others. Some examples of these beliefs are:
Personal belief related to skill capability:
“I don’t have the skills yet, but I am going to do the job anyway”
“I can’t get the help I need, there is no proper training”
Personal belief related to personal identity persona:
“I’ll never be picked to get off the phones; I am just not that kind of person who 
becomes a team leader or manager,”
“I am valued here; my opinion seems to be taken into account”
Common belief:
“You just accept monitoring; it’s how the world is these days”
“Customers everywhere expect a higher service now”
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Group belief:
“Everyone here genuinely wants to do a good job for the customer”
“Most of team leaders are on a power craze.”
(More verbatim examples can be found in appendix Analysis and Findings -  
comparison of themes and sub themes).
Whether these beliefs are factually true, acting as though they are will influence the 
employee to feel, think and act in different ways, represented in the model as a move 
above or below the line into a positive or negative state. How they are influenced or 
motivated is therefore an important element in their choices.
6.2.7 Motivation
Motivation comes from within the individual, rather than externally imposed by 
management policy, and is part of a process rather than an event, Senge (1999). 
Management, to varying degrees, may perceive themselves as responsible for the 
motivation of their people. Hood (2002) states: “the notion of motivation as a single 
activity, brought about by management, is to say the least, simplistic and naïve” 
(2002, p29).
Symbolic interactionists say individuals are goal directed. Charon (2007) states: 
“Action is to be explained not by deep seated stable motives but by shifting goals and 
definitions of the situation” (Charon, 2007: p 140). The concept of movement linked 
to motivation is a recurring theme in management literature, Rosenholz, (1989); 
Hopkins et al (1994); De Free (1994); Stoll and Fink, 1996).
Motivation is propounded, within the Choice and Responsibility model, as a 
continuous source and process of movement. Actors are continually defining and 
redefining situations in relation to their goals, which may also be influenced by their 
beliefs, values, and personal identity persona. The speed of movement for an actor 
into positive or negative states will vary, depending upon the motives, choices made 
and forces operating within the individual, the organisation and the external factors
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affecting the organisation (call/contact centre) at any one time, after Nilakant & 
Ramnaryan (1998), Senge (1999), Paton and McCalman (2000).
Charon (2007) continues: “motives are defined and acted upon as though they are 
important” (2007: 141). Charon (2007) believes motives are the stated reasons for 
behaviour, the oversimplified explanations of complex acts, which we tell ourselves 
and others as the reason for why we do something. For example, as one actor said 
“money motivates me’, (UC02). Exactly why, would require further investigation, as 
money is deeply symbolic and may represent abstract concepts such as power, 
freedom, status and security. However, for whatever reason, the expectation of being 
able to better their personal situation may be a sufficient motive to cause them to 
choose a course where they feel and act responsibly.
For example, to conclude that a staff member ‘didn’t want it badly enough’ may be 
the first reason given for a lack of promotion and a lack of desire attributed to the 
outcome. In the research sites, it was easy to find evidence of those who believed this 
line of argument: “staff choose to stay stagnant or not” (TC10). In this specific 
example, the explanation discounts external circumstances in that there may be 
limited opportunities within the working environment at that time for promotion.
It also discounts the individual’s choice to choose the role they are in. However, it can 
be argued, that if an individual acts as though their desire is the determining factor in 
achieving their desired outcome, even if there are constraints, they may be able to 
achieve a satisfactory outcome, albeit that it may be different from what was 
originally considered. A contributory factor to this action is, therefore, the hope or 
belief that acting in such a manner will result in a positive outcome.
In the Choice and Responsibility model, it is proposed that human action is set in a 
positive or negative direction, arising from decisions (choices) which are linked to the 
individual’s definition of an event, their associated beliefs, motives, values and sense 
of personal identity persona.
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6.2.8 Values
In the section Personal Identity Persona above, it was discussed how individuals 
sublimate their own personal sense of ‘what’s right’ and how to act, when confronted 
with authority figures or situations where their sense of survival is perceived as 
threatened. According to social learning theory, individuals learn conditions where 
they will reproduce these behaviours. From the literature, Hogg and Cooper (2003), 
Sherif (1935) and Asch (1952) were cited as having helped define ‘the proper 
conditions’ to produce behaviour and believe the actions of group members establish 
group norms that define how and when to act.
A recent reference is provided by Mulligan (2006) who states:
“our behaviour tends to be driven by unconscious or conditioned values until 
we become aware that we have other value options. Values do not become 
truly our own until we have consciously and freely chosen them from among 
diverse options. Clarifying values for oneself and one’s community takes 
consciousness, time and effort, and can be a disturbing experience in terms of 
our identity and sense of belonging” (2006: pi).
This statement supports the view that for many people unconscious values drive their 
behaviour. Unconscious or semi conscious behaviour may hold a higher propensity to 
be negative in orientation because it hasn’t been considered, rationalised and chosen. 
Irrational behaviour is therefore more likely to be emotional and survival based. In the 
lower section of the model, supporting categories of Survival are expressions of being 
Fear Driven, Defensive, Reactive and Approval Seeking.
From this research, discussed more fully in Chapter five, conscious reference to value 
judgements were seen to play a part in the selection of the workplace by the actor.
‘It’s a good place to work’ (UC02). In the same way that the organisation seeks to 
recruit an individual with core attributes and values, the employee seeks an 
organisation that broadly matches values and their career expectations - ‘you can be 
proud to work for a market leader,’ (TCI 1).
From the literature, Boeree (1999) states:
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“In order to act in the social world, we need some order. The social order is 
based on shared expectations (beliefs, rules, values) called norms” (1999). 
Once the individual has identified with the group, these norms will pressure 
individuals to act in a particular manner. Failure to conform will lead to real or 
imagined sanctions from the group.
The degree to which personal values and morality may be influencing factors upon an 
individual's choices at work therefore cannot be considered in a vacuum, one must 
take account of the actor’s context.
Charon (2007) states:
“A moral sense is a recognition that if one is going to live with other people 
then one should be willing to take on a shared morality, one should be 
governed by the rules of the society to some extent, rather than simply what 
one wants to accomplish at a particular moment. It means that one should 
constantly take the role of others and try to understand their needs as well as 
his or her own, and that, to remain together with them, one must respect their 
rights, (2006: p225).
However, how the individual perceives their economic situation may be a strong 
influencing factor upon the acting out of their values and moral code.
For example, the line from Shaw’s “Pygmalion” when Doolittle offers to sell his 
daughter to Henry Higgins for speech training:
PICKERING. Have you no morals, man?
DOOLITTLE (unabashed) No, no. Can’t afford 'em, Guv'nor. Neither could 
you if you was as poor as me.
If we compare this view with data from the study: T had no choice but now I like the 
work’ (UC03), poverty of perceived choices may lead to the acting out of behaviour 
contrary to the actors held beliefs and values.
Hass (1998), a clinical psychologist, says:
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“to have moral integrity is to have an emotionally compelling sense of oneself. 
Self-respect, then, precludes certain actions. It might involve the conscious 
choice of not cutting into the front of the line despite the fact that no one 
would notice. Or the force of one’s moral sense might prompt one to take a 
stand that could even be self-injurious” (1998: p230).
Within the Choice and Responsibility model (fig 6.1) how values inform the decision­
making and actions of the actor seeking to move ‘above the line’ into expressions of 
Inclusion, Control and Self Actualisation are explored further in the following 
sections.
6.3 Self-Fulfilment versus Survival
WOlfc
opportunities accomplishment
personal
development
defensive
Fig. 6-3 Self Actualisation V s  Survival
Within the Choice and Responsibility model (fig 6.1), the concept of self-fulfilment 
for the human being is at the opposite of the scale from physiological survival. 
Referring back to the literature Maslow’s (1968) hierarchy of needs model, (discussed 
in Chapter two, section 2.5 suggests that needs are organised on a priority basis.
In Maslow’s (1968) model, as base needs are relatively satisfied, higher order needs 
come to the fore and become motivating factors. Relief from hunger and thirst and
291
having sufficient sleep are described as base motivations. Social needs, such as the 
need to belong, to love and be loved are of a more basic nature than attaining esteem 
needs, such as self-respect, status and recognition, and of a lower order than self- 
actualisation needs.
Adair (1990) says:
“ these needs spring from the depths of our common life as human beings. 
They may attract us to, or repel us from, any given group. Underlying them all 
is the fact that people need one another, not just to survive but to achieve and 
develop personality. This growth occurs in a whole range of social activity -  
friendship, marriage, neighbourhood -  but inevitably work groups are 
extremely important because so many people spend so much of their time in 
them” (1990: p7).
Maslow’s (1968) hierarchy of needs model shows the ultimate goal as the individual 
becoming fully self-directed, independent, responsible for themselves and their own 
destiny. It might be inferred as people attain this higher level of intellectual and 
emotional development that they also become more able to take responsibility for 
others and make moral choices however, this is not stated by Maslow (1968). The 
emphasis is placed on individual achievement.
Individual achievement is central to the actor’s sense of identity. We see ourselves in 
situations and are able to consider how we act; we judge ourselves; we identify 
ourselves based on our perceptions, beliefs and values.
From the literature, Mulligan (1992) states:
“effective self management means harnessing what happens internally within 
you, and your actions in the external social world, to the goal of self 
realization. Such harnessing means that you are more likely to choose 
behaviours that meet your own needs and, at the same time, serve the needs of 
society, though this may not always be apparent.”
He continues:
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“Some people behave in ways that are likely to lead to self actualization while 
others are more concerned with surviving” (1992: p66).
In practical terms, people may be obliged to focus on survival because they need to 
meet lower order needs (see above) before attending to higher ones. However, other 
reasons could include: being locked into unproductive behaviours (habits), group 
pressure against self-actualizing behaviour and inner defences, such as pretence and 
dishonesty.
Whilst people have an innate capacity for developing their potential, attaining this 
fully as a state may not be possible for all people in a call centre context. This may be 
for cultural factors, because the environment doesn’t support it or because people are 
held back by their own choices and imagination. Not least, if one agrees with the 
supposition that the actor is continually evolving, the activity of self-actualising is 
also an on-going process rather than an end state, ( Rowan, 1988).
The more modest aim of Self-fulfilment in the call centre may be a more attainable 
goal, particularly as work is perceived as central to many people’s lives and identities, 
(Hirschfield and Field 2000).
From the literature, Wilber (2000) states:
“ fulfilment means that the individual has generally fulfilled the basic tasks of 
a given stage or wave. A basic competence has been established at that level. 
The person does not have to perfectly master a given level or stage, but simply 
functions adequately enough to move forward. If the person does not do so, 
then developmental arrest sets in and further transformation is unlikely”
(2000: p 35).
Self-fulfilment is therefore defined within the Choice and Responsibility model (fig 
6.4) as when an individual has developed potentialities, converting them into reality.
In Chapter two, section 2.5 Herzberg’s (1966) two-factor theory of work motivation 
was discussed, from which achievement and career advancement were seen to be 
important factors in worker satisfaction. Fulfilment is linked to satisfaction and as a 
term is often used interchangeably. This thesis suggests it is associated with
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experiences and perceptions of: accomplishment, personal development, professional 
development and training and work opportunities. We now look at each of these in 
turn.
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6.3.1 Accomplishment
Charon (2007) emphasises that human beings are goal directed and problem solvers. 
He suggests:
“an act begins with a problem to solved, a goal to be reached, something to be 
overcome by the human being in the environment” (2007: p 130).
The symbolic interactionist view of life as a continuous stream of action, where 
although acts may be separated out for the purposes of analysis, the person is seen as 
engaged towards an innumerable list of social objects that are defined around a 
multitude of goals. From this perspective, the setting and attaining of goals is a 
rational process, involving consideration of information, taking the role of others 
involved and defining the future. It involves dialogue with self and possibly others. 
The accomplishment or otherwise of a goal can lead to an emotional reaction. These 
may be biological, defined as changes inside the physical actor, such as rapid 
heartbeat or a flushed face (Kemper 1978: p47). Denzin (1984) points out that there 
is “non-reflective and emotional experience” however, generally emotions are more 
than this. Reflective and emotional experiences become objects to define, to consider, 
and to use (1984: p 112). The actor therefore gives meaning to those emotions, as may 
others who see them. For example: “I feel good about myself,” “He was flushed with 
success.” As identified in Chapter 5, (section 5.10.2.4 - Sales and Service) the contact 
centre can be a highly targeted work area where staff have goals given to them 
(Taylor et al 2002, 2003). Where targets are not given, staff may still take on the 
responsibility for what they perceive are required work goals. From the data, one 
actor said: “people put pressure on themselves,” (UC03).
A sense of accomplishment may be important to the psychological well being of the 
actor. De Board (1995) states:
“the need to grow and develop psychologically is satisfied by such factors as 
achievement, recognition, responsibility, advancement, and work itself’
(1995: p i l l ) .
As discussed in Chapter five, carrying out tasks perceived as repetitive and mundane 
were not experienced as satisfying for the actors. It is conceivable that consistently 
experiencing a lack of meaningful work would symbolise non-achievement to the
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actor. The perceived lack of achievement and accompanying lack of professional 
development may be experienced as frustrating and cause people to reduce their input 
or leave the workplace (Stacey Adams (1965) Equity Theory, Hertzberg (1966) Two 
Factor Theory of Work Motivation and Goodman and Friedman’s (1971) research).
In the Choice and Responsibility model a downward movement towards the Survival 
state represents the actor’s attitudinal and behavioural shift. The call centre literature 
supports this conceptualisation with Batt and Moynihan’s (2001) research showing 
lower levels of employee well-being linked to increases in absence and turnover rates, 
(2001). Holman (2004) commenting on the impact of staff absence and turnover 
points out that these increase staffing recruitment and training costs, (2004: p241).
6.3.2 Personal development
From the literature. Personal development is defined by Webb (1991) as:
“personal development is a constant process in which the individual seeks to 
enhance his or her abilities, skills and knowledge, and/or develop new ones; a 
process of continuous self -building and realisation of his or her full 
potential.”
Webb continues:
“it takes place by linking abilities with preferences to achieve personal goals, 
and applies to all aspects of the individual’s life” (Webb, 1991 :p3).
Personal development may therefore include such goals as: being able to relate better 
to others, to be more creative, healthier, happier, more emotionally expressive, 
influential or in charge of ones life. Another definition is provided by Patton (1990) 
who describes personal development as:
“ self knowledge that includes behaviour, thoughts, intentions, and feelings 
related to self’ (1990: p454).
Personal Development was not explicitly emphasised by the actors and as such this 
category is developed from the literature. It is relevant to the Choice and 
Responsibility model (fig 6.1) as the setting and attainment of personal goals, from
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which one may develop self knowledge, or those goals which may specifically target 
self learning are linked to one’s knowledge of one’s own preferences, perceived 
capabilities, ambitions and related feelings. All may be influences in choosing a goal 
and in continuing to work towards it.
The researcher suggests that having a developed sense of emotional intelligence, 
(after Goleman (1995) is an important element in personal development and in 
securing positive outcomes. Mayer and Salovey’s (1997) four subcomponents of 
emotional intelligence include:
(1) accurately perceiving emotions in self and others
(2) using emotions to facilitate thinking
(3) understanding emotional meanings; and
(4) managing emotions
Mayer and Salovey (1997) define the first capability as
“Perceiving emotions in the facial expression or tone of voice of others”.
The researcher would extend this definition to include recognising thoughts, feelings 
and accompanying body sensations in self. Mayer and Salovey (1997) state using 
emotions to facilitate thought is
“the capacity of the emotions to enter and guide the cognitive system, 
prioritize thoughts, and promote thinking toward important information” 
(1997).
They state:
“emotions convey information and that each emotion transmits its own pattern 
of possible messages and actions associated with those messages. Therefore, 
to understand emotional messages is to be able to interpret subtleties of 
feeling, such as difference between liking and loving, or to understand the 
sadness that follows loss. Finally, the last aspect of emotional intelligence, to 
manage emotions is to regulate ones own and others’ emotions by moderating 
negative emotions and enhancing pleasant ones, without exaggerating or 
minimizing the information they may convey” (1997: p3).
Within the Choice and Responsibility model, (figure 6.1) the connection with an 
experience of self-fulfilment includes being comfortable experiencing and sharing 
one’s own emotions and the emotions of others. At a basic level, it includes having an
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understanding of the difference between having a thought regarding a subject and a 
feeling about it. Applying ‘Personal Development’ to the work context, it is suggested 
the actors would be less likely to be at the affect of their own negative emotions or 
those of others, although they would still be mindful of others reactions and ideally,
(as a possible expression of higher level personal development) respectful towards 
them. This consideration of others thoughts and feelings is not to be confused with the 
suppression of one’s own unwanted feelings but the conscious recognition and 
engagement with them.
An accompanying belief associated with this model is that circumstances, feelings, 
events, and people can all provide important information that may be used as aids to 
stimulating a process of self-reflective learning furthering personal self-development.
6.3.3 Professional development and training
Referring to the literature, Patton (1990) defines professional development as 
“competencies, skills and processes” (1990: p4).
According to Mulligan et al (1993) professional development is engaged with in order 
to gain: “recognition, security, job satisfaction, promotion or success” (1993: p76). 
These are identified as higher order needs within Maslow’s (1968) hierarchy of needs 
model and are defined as building blocks to the ultimate goal of transcendence and the 
reaching of one’s potential.
This research finds that actors were selected because they met a defined profile and 
demonstrated ‘a willingness to develop and learn,’ (UC04). Within Chapter two, 
academics have argued that formal contact centre induction and ongoing training 
programmes were provided to indoctrinate staff to values and norms of the employer 
-  ‘to instil an internal commitment to giving a quality service,’ (Houlihan 2001).
There was evidence of staff requesting formal training at the UCC (NVQs) and 
complaining that that shortened product training was inadequate at the TCC (in 
Chapter 5, (section 5.10.3.2 and Organisations as machines (appendix). This may 
indicate that staff had a sense of their own requirements for training and professional 
development in the workplace and that they valued it.
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This thesis finds that not all actors were interested in professional training and 
development. As reported in Chapter five, when disinterest was suppressed by 
management, resulting behaviour manifested in falsifying performance management 
records and reportedly staff leaving the business. Actor’s reports suggest that they had 
not chosen the input and doubted its relevance to their work ambitions and goals. The 
dynamic of the actor choosing and taking responsibility for their professional 
development reoccurs here as a constituent for them to move beyond their current 
capabilities and develop their potential, in a manner sought by their employers.
For the organisation the challenge appears to be one of engagement to identify and 
match individual development and training needs with those of the call centre. For 
organisations such as the TCC this is compounded by the difficulties of competing in 
a fast changing market place.
Where management perceive there is little time or resources to provide training and 
development, failure to provide staff with adequate input is a questionable strategy. Its 
absence has been associated with unhappy staff and allegedly dissatisfied clients. It is 
also suggested from the findings that pressurising staff to develop against their will is 
counterproductive.
Engagement with professional training and development is likely to increase staff 
suitability for work opportunities.
6.3.4 Work opportunities
Watson (2003) states: “work currently takes up a large proportion of many people’s 
lives and the satisfactions and deprivations which it, or the lack of it, involve are not 
equally shared across the social structure” (2003: p i77). However, the workplace can 
offer a unique opportunity to develop personally and professionally. This research 
finds the extent to which this is made manifest depends upon the intentions and 
behaviours of both staff and employer.
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Hood (2002) found: “where there was a coherent and strategic Human Resource 
Development (HRD) policy which demonstrated the organisations ‘joined up 
thinking’, it led inexorably to the se lf-  actualisation of staff’ (2002: p28). Hood also 
found that those organisations defined as effective were those that recognised the 
HRD policy was a necessity for development and ensuring survival in a fast changing 
environment.
This research showed that whilst both organisations espoused the importance of work 
opportunities and professional development, actor’s experiences were variable. A 
minority of staff, in management positions, described the contact centre as full of 
opportunities (UC05) and emphasised the individual’s choice regarding career 
progression (TC10). In Chapter 5, (section 5.10.3.5), advisers at both sites reported 
lack of management and team leader support, suggesting implementation of HRD 
polices had failings. Section 5.10.2.5 explored work conditions finding limited 
opportunities for worker involvement such as choosing new furniture.
Although being ‘a team player’ is often cited as a necessary attribute for would be 
employees, work opportunities that involve others may not be a motivating factor in 
causing staff to work hard. Hogg and Cooper (2003) state: “social -facilitation 
research demonstrates that the presence of others can affect our individual 
performance, sometimes enhancing it and sometimes reducing it.” They point out that 
from 100 studies examining motivation, much of the research shows a tendency for 
people to work less hard on a collective task than on an individual or coactive task- a 
phenomenon know as social loafing” (p334: 2003).
The research findings suggest that the onus is upon call and contact centre staff to 
create and sustain their drive in developing their potential, seeking out their own work 
opportunities. This does not infer an absence of opportunity in the industry per se 
however, due to a variety of factors discussed in Chapters 4 and 5, the research sites 
may have unintentionally acted as a constraint rather than an enabler.
At the opposite end of this axis is Survival, explored below.
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6.3.5 Survival:
The survival of the fittest of the species is a concept that has its roots in Biology and 
the continued existence of organisms best adapted to their environment; the process of 
natural selection.
Actors reported evidence of commercial pressures on the TCC and UCC to remain 
competitive, (Chapter five, 5.10.1.1)
In business, all organisations must compete for investment, for the confidence and 
loyalty of workers and customers, adapt to new technology and changing market 
conditions. At an individual level, the worker must similarly compete and 
demonstrate competence in their job. These are some of the basic requirements for 
survival in a commercial context.
In Chapter 4, section 4.5, Maslow’s (1965) Hierarchy of Needs model showed the 
deficiency needs deemed essential for survival. Within the Choice and Responsibility 
model, it is argued that providing ongoing attention to satisfying lower order 
physiological needs (using the definitions in Chapter four) at individual and 
organisational levels, is counterproductive to attaining higher order needs, defined as 
Self Fulfilment and discussed as a construct above. Whilst it could be argued that 
‘surviving very well’ through the acquisition of physical and material support over 
and beyond individual requirements is a demonstration of reaching one’s potential, 
the researcher suggests that an excessive focus by the organisation upon survival, to 
the determent of other factors was not perceived as supporting individual self 
fulfilment and its associated enablers.
As discussed in Chapter four section 4.5, the lack of attention to staff growth needs, 
after Maslow (1965) or hygiene and motivation factors, after Hertzberg (1966) were 
reported as contributory factors to low staff morale, absenteeism, high staff turnover 
(in the case of the TCC) and reduced productivity. These elements all have the 
potential to reduce the organisations likelihood of survival in the longer term. In 
Chapter five actors reported the need for the organisation to: “satisfy shareholders” 
(TC07). Four thousand job losses were reported worldwide at the TCC, with a view
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to making: “more profits” (TC09), “to be cash rich” (TCI 3), remaining staff were said 
to be ‘shocked’ at losing their work colleagues. The financial relationship between 
shareholders and the organisation dictates that the needs and expectations of 
shareholders take priority over those of the workers.
It is plausible to suggest that if management is expending a major proportion of its 
attention in securing objectives and performing tasks not required for immediate 
physiological survival, but for meeting the expectations of shareholders this may 
preclude their use of that attention in securing higher order needs, such as developing 
their own or their staffs potential. Of course, failure to meet shareholder expectations 
may reduce capital investment, which in turn may reduce the likelihood of the 
organisation surviving, however, this line of argument discounts what might be 
achieved had resources been developed elsewhere.
In this research study, however, although ‘satisfying shareholders’ might be given by 
as the main driver for corporate behaviour, it would be inaccurate to conclude this 
was the only driver of actor’s behaviour. Other causes may be psychological in 
nature.
For example, referring to the literature, Gilley (1998) states:
“those who retain their jobs after a downsizing often suffer from ‘survivors’ 
syndrome.’ They become guarded, fearing that, if they honestly and fully 
participate, anything they say or do ‘can and will be used against them’. The 
survivors, literally in a survival mode, largely are trapped in a trance that says 
they are dependent on the organisation for their survival. They have not yet 
shifted to thinking about themselves as personal entrepreneurs. They believe 
they cannot change anything because the primitive survival mechanism has 
them believing that if they don’t have their current job, they won’t live” (1998: 
P25).
The fear of ‘not surviving’ therefore exists as a recognised driver of behaviour and 
may have been present as an undercurrent within the corporate culture at the research 
sites. Examples of individual behaviour are discussed in Principles of classical 
management (appendix) and Chapter five, Sections 5.10.1.1. Further investigation is
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required to identify the extent to which this fear of ‘not surviving’ might be driving 
corporate strategy and perhaps was articulated as: “the need to be successful.” Further 
investigation might also reveal the extent to which this and other driver are conscious, 
semi conscious or in sub conscious awareness.
Within this model whilst Survival is recognised as a necessary condition it is 
positioned in the lower section of the axis. Many of the associated behaviours, 
such as becoming defensive, reactive and approval seeking also arguably mitigate 
efforts to realise one’s potential. These are explored below.
6.3.6 Defensive
The researcher maintains that taking a defensive stance is by nature reactive as it 
necessarily involves looking out to defend oneself against something. This is likely to 
be experienced as caused outside of the actor’s own thought processes and behaviours 
and perceived as a potential source of conflict or harm. Exceptions to this would be 
where the actor recognised themselves as the cause of their own behaviour from 
which they sought to protect themselves, for example: “save me from myself’, 
however, this is less common.
Defensiveness is included within the Choice and Responsibility model as an 
associated factor to Survival because of its presumed relationship with averting a real 
or imagined threat to the actor. This psychological state is deemed contrary to that 
required to achieve self-fulfilment, as defined above. Behaviours where defending 
oneself was a strong factor within the study were quoted by actors as: “blatantly 
lying” (TCI2), and “ hiding your feelings” (TC08). Other examples, that might be 
interpreted as defensive, but requiring further investigation included: withholding of 
information and communication and ignoring agent’s requests for help.
It is plausible that an individual anticipating an adversarial encounter is likely to 
experience a heightened sense of awareness and emotion. An element of anxiety 
about the outcome, excitement, anger or fear may be present. The actor may 
experience such physiological reactions as energy and mental attention is absorbed in 
preparing to ‘do battle’ and overcome the obstacle. In extreme cases of defensiveness,
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the intellectual capability of the actor to reason may be suspended and automatic 
behaviours re-enacted. Goleman (1995) states:
“the thinking brain literally grew out of the emotional brain, making it 
possible for the emotional brain to hijack the thinking brain during bursts of 
rage, fear or other emotional alarms” (p 4: 1995).
I argue that where emotions are less acute, psychological game playing may occur as 
referred to in Chapter 5 (section 5.10.3.5), where switching roles 
(persecutor/victim/rescuer) after Karpman (1996: p i86) was discussed.
The Drama Triangle model, (Karpman 1996:pl86) has been applied to studies in 
aggression, violence and self-esteem. Salmivalli et al (1999) found that bullies (acting 
as the persecutor) had high defensive self-esteem, those who thwarted their bullying 
(acting as the rescuer) had high non-defensive self-esteem, and the bullied themselves 
(acting as the victims) had low self-esteem (Salmivalli et al, 1999).
6.3.7 Reactive
Mead (1934) states that ideas are:
“possibilities of overt responses which we test out implicitly in the central 
nervous system and then reject in favour of those which we do in fact act upon 
or carry into effect. The process of intelligent conduct is essentially a process 
of selection from among various alternatives; intelligence is largely a matter of 
selectivity” (1934: p 99).
For Mead, according to Charon (2007): “delayed response” means holding back 
action, that makes possible definition, deliberation, and choice” (2001: p 145). Mead 
(1934) goes further stating: “The central nervous system, in short, enables the 
individual to exercise conscious control over (his or her) behaviour. It is the 
possibility of delayed response which principally differentiates reflective conduct 
from non-reflective conduct in which the response is almost immediate” (1934:p 117).
As discussed in the Survival and Defensive categories above, non-reflective conduct 
rather than acting in a manner calculated to achieve long-term aims can be influenced 
by the experience of emotion. Even those with considerable intellectual capability 
may not easily suppress strong emotions.
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Evidence within the research points towards many actors experiencing themselves as 
reactive rather than proactive in determining their work experience. To illustrate this, 
there are examples where actors stated: "being pushed to hard will cause staff to 
leave” (TCI2) and "new staff get angry and confused at conflicting information” 
(UC01). Further investigation may determine the extent to which the actor’s 
behaviours were determined by rules experienced as imposed upon them, rather than 
agreements made through conscious choices.
In the examples above, the experience of being at cause appears to be attributed to 
external factors to the actor. If this were so, it would place them in a reactive rather 
than proactive condition.
Supporting literature describes reactive aggression as a condition where a response to 
a prior provocation occurs that is usually is accompanied by anger (Dodge and Coie, 
1987; Pulkkinem, 1996). Aggression is explored further below.
The researcher posits that within the Choice and Responsibility model, being in a 
reactive state does not preclude the movement towards higher order states and their 
associated opportunities. However, in practice this movement may be delayed as it 
could require greater physical and mental attention upon the part of the actor, to 
disengage from the thought processes and circumstances resulting from the reaction. 
This may also take an attitudinal shift into a state of Courage, prior to making the 
choice to do so.
This raises the question, is it possible for actor’s to control their reactions to achieve a 
desired outcome, as the model (6.1) suggests. Within the literature, opinions are 
divided. For example, on the subject of stereotyping, Rosch, (1978), in discussing 
automatic schema activation maintains people cognitively represent physical or social 
categories as schemas that describe the attributes of that category and the relationship 
among those attributes. Category schemas vary from concrete exemplars of the 
category to abstract fuzzy sets of loosely related attributes, (prototypes), after Macrae 
et al, (1994). Macrae et al (1994) suggests that if people consciously think about the 
automatic category -stereotype link, ostensibly to disrupt the automaticity of 
stereotyping, the process paradoxically strengthens the link and increases automatic
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stereotype activation, (1994). However, other research from Monteith and Voiles 
(2001) suggest that although conscious stereotype suppression may not always be as 
effective as one might suppose, people can learn to control automatic stereotype 
activation and use through practice and de-automatization, (2001).
This suggests that if one unintentionally found the stereotype link had been 
strengthened, in one’s own mind, its unconscious effects could be minimised through 
awareness and control. For example, knowing one’s prejudices doesn’t mean one is 
honour bound to hold them as true or act out of them. Knowing that one has them and 
exploring and deconstructing what they are based upon may be a stage in becoming 
free of them.
6.3.8 Fear driven
Fear may be expressed as mild anxiety, concern, unease or physical paralysis. The 
experiencing of fear, in moderation, is a natural and valuable state that has its place in 
prolonging individual survival. For example, in the case of biological survival, one 
senses an impending threat and the physical symptoms accompanying an experience 
of fear, such as: rapid heart beat, the rush of adrenaline to vital organs enabling one to 
move faster, perspiration, and thought patterns that identify the source of anxiety and 
help decide on a course of action are all aids to changing one’s behaviour. This 
adaptation to the external environment enhances the likelihood of survival, quickly 
taking one away from the potential threat of being physically hurt. In this example 
fear is a temporary experience that serves a useful purpose.
However, within the model Choice and Responsibility (fig 6.1), the term ‘Fear 
Driven’ is used to suggest a predominantly negative psychological and emotional 
state experienced individually or collectively, where survival is an overriding and 
compulsive concern, regardless of threat from external circumstances.
In Chapter five, globalisation of the economy and the rapid and ever-changing 
development of technology, (at the TCC), pressures associated with demands from 
customers and managers, (at both sites), all combined to produce work environments 
that could be intensely competitive, unpredictable, chaotic and anxious.
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Referring to the literature, Hogg et al (2003) state: “ Social life is imbued with affect. 
Every interaction with others can influence our emotional state, and affect in turn 
plays an important role in the way we form judgements and behave in strategic social 
situations” (2003: p i61).
Gilley (1998) discussing fear says: " Faced with the almost daily demand to learn new 
ways of working, fear, usually unacknowledged, has created a level of stress in most 
of us that can be physically exhausting at best and life-threatening at worst” (1998: 
p3).
If Gilley’s (1998) statement is true, how might the consequences of continually 
experiencing fear, (albeit to varying degrees) at work impact upon one’s ability to 
realize one’s potential? Research findings in this area are limited, however, we can 
find evidence that positive and negative affective influences on self-judgement can 
have an impact upon one’s health.
From the literature, Salovey et al (2001) state: “affective influences on self­
judgements can be especially important when it comes to health related judgements”. 
Positive affect may promote more optimistic and adaptive attitudes, reduce the 
perceived severity of symptoms and also influence physical well-being (after Salovey 
and Bimbaum (1989). In contrast, Hogg et al (2003) says: “illness is typically 
associated with negative moods, thoughts, and judgements” (2003: pl76). Individuals 
experiencing negative affect also report more severe physical symptoms in illness, 
(Abele and Hermer ( 1993), Croyle and Utresky (1987).
Further evidence is provided by Salovey and Bimbaum, (1989), who found happy 
people typically judge themselves as better able to carry out health-promoting 
behaviours, and form more optimistic expectations, (Forgas and Moylan, (1987), 
Mayer et al (1992).
In the Defensive section above, there was evidence of actors hiding their feelings. 
Feshbach and Singer (1957) cited in Hogg (2003) using psychoanalytic theories to 
predict attempts to suppress affect found that fearful persons were more likely to see
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‘another person as fearful and anxious’ (1957: p 286) and that this pattern was greater 
when judges were trying to suppress their fear. Feshbach and Singer (1957) use this 
as an example of an infusion of a temporary affect into an unrelated judgement, 
explained as: “suppression of fear facilitates the tendency to project fear onto another 
social object” (1957: p286).
Whilst more could be discussed regarding the nature and consequences of being fear 
driven, and distinctions made between varying experiences of intensity, the extracts 
above are sufficient to suggest that prolonged exposure to a fear driven culture may be 
detrimental to an individual’s wellbeing and an influence upon their self-related 
judgements. Both of these factors may inform the choices the actors perceive and the 
decisions they make in relation to moving towards and attaining higher order states 
and goals.
6.3.9 Approval seeking
In the common use of the term in business, seeking approval can involve gaining 
agreement for a plan or action and is a necessary part of obtaining permission prior to 
some form of implementation. The term approval seeking within the Choice and 
Responsibility model (fig 6.1) is a thought process and behaviour that is associated 
with unconscious survival strategies. Seeking approval or acceptance through 
submission of one’s beliefs and values may be contrary to experiencing self- 
fulfilment. This is discussed in Chapter five, where evidence of actor’s accepting or 
complying with perceived unsatisfactory work conditions is shown. Further 
investigation would be required to definitively conclude the motivational drivers 
associated with those actor’s thoughts and behaviours. Flowever, from the evidence 
supplied in Chapter five, it is reasonable to suggest that maintaining the approval of 
their employers featured in the psyche of the actors. More on compliance and over 
adaptation, as an expression of passivity can be found in section 6.6.8.
This raises the question, what might the actor’s seeming acquiescence in adapting 
their attitudes and behaviours to the demands of their managers be based upon? To 
conclude it was because they were on the payroll, whilst an overarching factor, would 
be insufficient. In Chapter five, discussing powerlessness, Habermas (1976) pointed
308
out that one reason people defer to authorities is because those in power make 
decisions that seem appropriate and reasonable.
Selznick’s (1969) study of industrial settings says: “there is a demand that the rules be 
legitimate, not only in emanating from established authority, but also in the manner of 
their formulation, in the way they are applied, and in their fidelity to agreed upon 
industrial purposes. The idea spreads that the obligation to obey has some relation to 
the quality of the rules and the integrity of their administration” (1969). Tyler and 
Blader (2000) say that this argument has received widespread support in studies of 
employee behaviour in workplaces.
Organisations may be more or less legitimate at different levels of authority and from 
this the worker might conclude that good treatment at one level could possible offset 
poor treatment at another and vice versa.
Maas et al (1998) point out that evaluations of legitimacy once established, persist 
even in the face of disconfirming evidence. This might explain why workers at the 
TCC who had kept score of pay rises from previous years were more inclined to 
overlook what they perceived as a temporary absence and poor work conditions. This 
was in contrast to new staff where tolerance of unmet expectations was lowest and 
turnover highest. We might also speculate that longer serving staff had a greater 
emotional and psychological investment in maintaining their employment. That is, 
they identified to a greater extent with the organisation and perceived their own hopes 
and futures more intricately entwined. Rothbart and John (1981) offer a ‘book­
keeping model’ that concludes people average in new information and consequently 
lower their perception of the entire systems legitimacy by a notch or two, (1981).
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6.4 Control versus Powerlessness
security
control
autonomy
limited
options
helpless and 
hopeless
powerlessness
passivity
Fig, 6v4 Control V*s IVmertessncss
6.4.1 Control
Throughout Chapter five, it was shown that individuals grappled with issues related to 
their ability to control their thoughts, emotions and personal impact upon their 
working environment. In many instances, a sense of powerlessness emerged at 
individual and collective levels. It is suggested that perceptions of control are 
associated with perceptions of autonomy, empowerment, employability and security.
From a social psychological perspective. Rotter (1966), first propounded the concept 
of a ‘locus of control’ whose roots were to be found in attribution theory and Rotter’s 
social learning theory of reinforcement. Rotter maintained that individuals had ‘a 
generalised expectancy or belief in internal or external control of their 
reinforcements,’ (1993: p28).
In a similar vein, Wallston et al (1987) argue that perceived control is best defined as 
a belief that one ‘can determine one’s own internal status and behaviour, influence 
one’s environment, and/or bring about desired outcomes’ (1987: p5). Spencer (1996) 
states: “Locus of control refers to whether individuals believe that power or control
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comes from their own actions or from a source external to the self.” She defines the 
term “self-efficacy” as whether a person feels that he or she can bring about a desired 
outcome or has the power to do what needs to be done” (1996: pl33).
Bandura (1996) states: “Among the various self-referent processes, none is more 
central or pervasive than people’s judgements of their efficacy to exercise control 
over different aspects of their lives. Perceived self-efficacy is concerned with people’s 
beliefs that they can exercise control over their own motivation and behaviour and 
over their environment. Such self-belief affects what activities people choose to 
pursue, how much effort they will mobilize in a given endeavour, and how long they 
will persevere in the face of difficulties” (1996: pi 33).
So, having established that the perception of control was critical to many aspects of an 
individuals life, to what extent were actors who seemingly demonstrated the opposite 
conforming to the expectations of peers and mangers and to accepted social norms 
within their organisations? Supporting literature provided by Asch (1951) cited in 
Hogg (2003) found actors were influenced by majority opinion, even when it was 
obviously in error.
Within this study, perceptions of self-efficacy or its absence were apparent in attitudes 
and perceptions of actors. References that suggest the goal for some actors was to 
‘get off the phones,’ is one example, where few seemed able to advance in the 
organisational hierarchy. Although ‘power may be defined as the production of 
intended effects’ (Hogg and Cooper 2003) applying this definition to examples 
provided by the actors in my research, it would be insufficient to conclude that those 
who achieved promotion had a greater sense of self-efficacy than their peers. This is 
because it is not clear to what degree those that remained were motivated positively to 
do so. There is however, evidence at both sites of an affirmative relationship between 
experiencing initiating actions that result in personal job promotion with positive 
feelings towards the organisation and perceptions of it being, as actors reported: ‘ a 
good place to work with opportunities’ (TC10).
Symbolic Interactionism emphasises the importance of covert mind activity and that 
as actors we have an ongoing interaction with ourselves, through our thoughts.
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Therefore that the language used by the actor as they talk to themselves as well as 
others plays an important part in their experience of control over self and others.
Ng and Reid (2001) purport that language serves control in reflecting and creating 
control, depoliticizing control and routinising of control. Hogg and Cooper (2003) 
say: “ because different speech styles are often associated with various personal or 
group characteristics, some of which are indicative of social status, language use can 
reflect power differentials that exist between individuals interpersonally, often as a 
function of role relationships (such as parent and child, doctor and patient), or 
between members of social groups, (2003: p241).
Ng and Bradac (1993) classify stylistic differences in speech as powerful or 
powerless. Powerful is described as persuasive speech that unambiguously defines the 
situation targets particular individuals, and pinpoints desired actions. Powerless 
speech, in contrast, is described as tentative, the use of hedges (such as ‘kind o f)  tag 
questions (Thafs interesting isn’t it?), rising intonation, and hesitations. According to 
Ng (1990) powerful speech is designed to produce: ‘an intended effect such as 
attitude change and compliance,’ (1990: p272). These findings are supported by 
Holgraves and Lasky (1999) who found that individuals who heard a message in a 
powerful speech style were more in favour of the message proposal than those who 
heard the same message in a powerless style.
Although the supporting literature above is focused on external interaction with 
others, it is plausible to suggest that the language, words and emotions attached to the 
actor’s internal dialogue with themselves may have a profoundly positive or negative 
effect upon their perception of control. For example: a worker who repeatedly tells 
themselves: “I just can’t win, they (management) will never listen to me!” may 
experience themselves in a negative state or moving further towards one depicted in 
the lower sections of the Choice and Responsibility model (fig 6.1), and named 
Powerlessness, Survival and Alienation.
In support of this, Gergen (1994) states: “one’s actions appear to be vitally linked to 
the manner in which one understands or construes the world of experience” (1994:
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p i7). Further issues related to control are illustrated more fully in Chapter 5 section 
5.4.2.
6.4.2 Security
Security is used within the Choice and Responsibility model (6.1) to depict a 
perception that is associated with the experience of being or feeling secure and in 
control. At the TCC, it emerged that for some managers, the greater the sense of 
emotional and psychological security they experienced, the easier they found it to let 
go of the need to control the minutia of agent’s behaviour. Job design could be a 
major factor in the degree of autonomy an actor experienced. Greater discretion in 
how tasks were performed could result in greater job satisfaction for the actors. 
Similarly, the more secure both agents and managers felt regarding their product 
knowledge the greater their experience of control of the work.
The perception of security may be contingent upon a number of dimensions, some of 
which are listed in the top sections of the model (fig 6.1), and would include external 
events as well as attitudes. An experience of security is likely to fluctuate to a greater 
or lesser extent, depending upon how important or unimportant associated elements 
are perceived by the actor.
Other researchers have attempted to qualify the extent to which interpersonal 
acceptance and rejection (which may be linked to an experience of self esteem, and a 
possible part of the experience of being psychologically secure), are considered to be 
contingent upon success and failure, (Baldwin and Sinclair 1996). They suggest that 
those actors with higher self-esteem may have higher self-esteem stability. That is, 
stability as defined as an absence of variation in self-reported self esteem, over the 
short or long term.
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6.4.3 Employability
To have the ability to be employed conveys a state of psychological and physical 
readiness on the part of the individual seeking or in work. The term ‘employability’ is 
also used to convey a matching of that individual’s knowledge and skills with a set of 
employer criteria found in a typical competency framework used by an HR function 
(Shellabear 2002:c). Within the Choice and Responsibility model (fig 6.1), to be 
employed is a contributory factor to an individual’s sense of control, defined above. 
Employability is linked to the actor’s experience of social identity, their ability to 
realise work opportunities, (including gateways to personal and professional 
development and training), higher self esteem as they potentially accomplish tasks, 
and the fulfilment of emotional needs as they interact with work colleagues and are 
recognised for their contribution. In addition it is linked positively to their economic 
autonomy, in the sense they are not dependent upon family, friends or the 
Government for their material needs and survival.
6.4.4 Autonomy
It appeared that many agents had lost their sense of self-governance. For example, 
actors said: “ we accept too much’ ‘ we don’t question enough (TCI 1) and ‘agents 
come in do the work and go home,’ (TC08). These comments suggest a constrianed 
way of working characterised by limited expression, involvement and job satisfaction.
In the actor’s interviews, a reluctance to ‘push back’ on management requests to work 
longer hours (at the UCC) or cope without adequate training or team leader support 
(at the TCC) was reported. Elements that might be contributing to this are discussed 
in sections 6.5.9 Approval Seeking and 6.5.8 Fear Driven, where fear of being 
perceived as unwilling and perhaps, as a result, jeopardising one’s likelihood of 
continuing employment were noted. The benefits of being employed, particularly a 
salary, may have assumed an importance in the minds of the actor’s that had eroded 
their sense of autonomy, leaving their boundaries unmanaged in response to demands 
from their work environment.
Looking to the literature, the acceptance of money from another has long carried with 
it a symbolic significance seemingly far beyond the face value of the monies
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exchanged. On enlisting in the services, Callaghan (2006) said: “taking the King's 
shilling was like the handshake before an official contract. It was the way the army 
got men to join and probably goes back to the end of the English Civil War and the 
creation of the British Standing Army, (2006).
Another source which emphases the seriousness of the contract is provided by 
Hutchinson (1914) who said: “by the transfer of the prest (sic) shilling from the hand 
of the recruiter to the pouch of the seaman a subtle contract, as between the latter and 
his sovereign, was supposed to be set up, than which no more solemn or binding pact 
could exist save between a man and his Maker. From the moment the king’s shilling, 
by whatever means, found its way into the sailor’s possession, from that moment he 
was the king’s man, bound in heavy penalties to toe the line of duty, and, should 
circumstances demand it, to fight the king’s enemies to the death, be that fate either 
theirs or his” (1914).
Although culturally different, in present day Japanese corporations, when a worker is 
employed by a large organisation there is a reciprocal expectation that they will 
loyally serve the company and in return be taken care of possibly for the duration of 
their working lives.
Referring to the findings in organizations as machines, ( in appendix), many parallels 
could be made between modem day management methods implemented at the 
research sites with those used by military experts to develop military machines. It is 
plausible to suggest that an unconscious compliance to one’s employer may have 
more deeply rooted psychological and cultural associations than is first apparent. The 
modem day call centre worker’s acceptance of employment contracts and conditions 
may involve influences that are less obvious than a first inspection might reveal.
Referring to the model, (fig 6.1), it is proposed that having a well-developed sense of 
autonomy is a contributory factor to one’s well-being and one’s sense of control in the 
work setting. Expressions of autonomy might manifest in the ability to communicate 
ideas to colleagues and managers, to challenge from a stance of seeking solutions and 
the confidence and ability to organize one’s self to work in a way that supports one’s 
own positive beliefs and values.
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The link between autonomy and well-being is supported in the literature and 
discussed in Chapter 5, Holman’s (2004) research cited how job control has a positive 
association with well-being (that is low anxiety and depression, and high intrinsic and 
extrinsic job satisfaction) and that engagement in a wide variety of tasks has a positive 
association with intrinsic job satisfaction. It was found that control of working 
methods, such as how agents talk to a customer and how they do a work task might be 
more important than control over when a call is taken, (2004: p239).
6.4.5 Empowerment
To be empowered in a professional sense is to be trusted to act in a way that supports 
the interests of those one is acting for. In a call centre context to be empowered 
includes having the support systems, management, training and equipment necessary 
to perform one’s work to the level defined for the businesses and monitored through 
its Key Performance Indicators (KPI).
In Chapter five, there was found mixed evidence of empowerment. It was reported 
how at the TCC, managers ‘struggled to implement empowerment’, where an 
example was given as trusting their staff not too abuse their financial authority. At 
the UCC, managers were able to manage their teams in their own way, providing it 
fitted within existing parameters. Workers were found to struggle with unwieldy IT 
systems, limited assistance and training at the TCC.
Staff at both sites were found to derive greater job satisfaction from dealing with more 
complex work. An example was where they were able to take greater responsibility 
for ensuring customer satisfaction through taking the call to the point of resolution.
As discussed, management had involved staff at both sites in choosing the furniture, 
as a means of apparently providing them with greater choice in their work 
environment.
The question emerges if agents were truly empowered, using the terms above, and 
indeed if empowerment was possible given the structure of the call centre operations 
and the job requirements workers had accepted.
316
Holman’s (2004) study explored if well-being and performance were compatible 
aims in call centres. He concluded that because of the small profit margins and high 
customer throughput, management’s focus was to reduce labour costs through 
Tayloristic job designs and low cost HR practices, (2004: p240).
Other literature sources confirm that in the call centre industry, the ‘empowerment 
approach’ first credited to Bowen and Lawler (1992) is a model of managing the 
labour process that is in contrast to the production line first developed in 
manufacturing and transferred across to call centre work. As discussed in Chapter 
two, the production line has its roots in principles developed using ‘scientific 
management’ and is characterised by repetitive, routinised and in sometimes in call 
centre work, highly scripted tasks.
Deery and Kinnie (2004), commenting on labour approaches in call centres say:
“those firms that choose to compete on the quality of their service are more 
likely to use information systems that enable customers to satisfy complex 
enquiries or requests for information and to construct jobs that provide 
employees with greater autonomy and enable them to display wider skills and 
utilise discretion to meet their customers’ demands, (2004: p5).
In this doctoral thesis, whilst the rhetoric of empowerment was evident in HR press 
releases at the TCC, with the exception of those who had risen to supervisory or 
management positions, the experience of many workers was different.
A combination of elements appear to have contributed to the working conditions. 
These included, external influences not generated from within the organisation, for 
example: the fast changes in the Telecommunications marketplace and technology, 
and the high volume of calls received. Internal factors generated by the organisation 
or its members, such as: the acquisition and partial integration of staff and IT 
systems, the over riding pursuit of financial goals at the expense of the employee well 
being symbolised and implemented through failed HR systems. These conditions are 
less surprising when one considers the admission from the then current CEO that 
customer calls had been viewed by the business as single sale transactions rather than
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components of a long-term customer relationship. For example: “the game has 
changed from selling equipment to serving the customer.”
An absence of an experience of autonomy, security, employability and empowerment 
would influence the actor to move towards the opposite range of the axis within the 
Choice and Responsibility model (fig 6.1) termed Powerlessness.
6.4.6. Powerlessness
A definition from the literature is that power is ‘the capacity to influence other 
people’, (French and Ravan 1959). Power may also the ability to achieve one’s 
desired outcomes or goals. As discussed in Empowerment above and in Chapter five, 
the state of powerlessness or non influence, can be induced by the organisation 
through poor job design, ineffective IT systems, inadequate communication, repetitive 
tasks, heavy workload and insufficient resources.
It is suggested that few people consciously choose a state of powerlessness as a 
modus operand!. Rather that one can slip towards the state of powerlessness through 
small, often unexamined and seemingly unrelated choices. Work examples in the call 
centre could include: the decision not to communicate regarding an issue that one may 
be dissatisfied about, a refusal to accept one’s part in the failure of a project, a 
tendency to look to others as the source of a problem.
This view is supported in the literature, Mulligan (2006: b) states:
“The consequences of the dependence arising from too little power and learned 
helplessness is irresponsibility, blaming, complaining mindsets, scapegoating, 
impulsive reactions and opportunistic revenge attacks, not to mention the guilt, shame 
and silence that comes with the cover up of impotence, the anxiety and 
procrastination, fear of rejection and lack of trust, compliance and dread of taking 
risks that may result in ones position to deteriorating even further. The illusory 
expectations of security or protection that usually drives such dependence, 
compliance and servitude inevitably seems like betrayal when they are not delivered” 
(2006:p3).
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Therefore, drawing upon the state of Courage, (as detailed above and shown in figure
6.1), offers a possible way forward when making difficult decisions regarding self and 
interaction with others. If Courage cannot be drawn upon, compounding factors 
intrinsic to the actor such as negative beliefs, low motivation and poor personal 
identity persona can conspire to undermine their ability to take responsibility and 
control of their working lives.
It is suggested that experiences of powerlessness are linked to perceptions of limited 
options and states of helplessness, hopelessness, passivity, and resignation. These are 
defined and explored further below:
6.4.7 Limited options
It is proposed that if an actor perceives limited options available to them in a given 
situation this may contribute to a perception of powerlessness.
The perception of limited options may be attributed to a number of possible causes.
As discussed above in examples of disempowerment, the organisation may offer 
limited options within its job roles, responsibilities and working practices. Managers 
may reinforce the perception of limited options through their management style and 
interpretation of company policy, for example, ‘its my way or the high way.’
On the part of the actor, lack of imagination to think creatively and fear of thinking 
and acting in new ways could cause a discounting and uncreating of opportunities and 
choices. This is not to presume, from the actor’s perspective that in the long-term 
perceiving limited options and acting accordingly will always result in a negative 
outcome. However, the perception of limited options may be frequently synonymous 
with an experience of restricted choice, which can be perceived as a constraint by the 
actor rather than an enabler.
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6.4.8 Passivity
Drawing from Transactional Analysis, Stewart and Joines (1994) describe Passivity 
as: “how people don’t do things or don’t do them effectively, (1994:p332). They cite 
four modes of Passive behaviour, (doing nothing, over adaptation, agitation, 
incapacitation or violence). According to them any of these behaviours indicate the 
presence of discounting and are used by the individual as an attempt to manipulate 
others or the environment into solving his or her problems, (1994:p332).
In this study, it was observed that actors appeared to accept conditions they disliked, 
seemingly taking little action to resolve the situation and ‘putting up with things’ for 
undisclosed reasons. This was most evident at the TCC where there was the lack of 
challenge by staff to management. In contrast staff voiced ideas about how the 
organisation might change within the research interviews however, they did not 
appear to have the desire or confidence to discuss these ideas openly with their 
managers.
Other examples of Passivity were noted as: non challenge of ineffective behaviour 
from team leaders, failing to initiate communication with managers and a compliance 
with doing what one had been told to do even when it appeared contrary to interests of 
self and customers, such as attempting to sell on complaint calls at the TCC.
These symptoms could be interpreted as signalling a form of lethargy, laziness or 
indifference to affecting the work conditions. It is acknowledged that more 
investigation is required to categorically identify the motivational drivers stimulating 
the actor’s behaviour as some workers may be tired and indifferent. However, it 
seems reasonable to suggest that actors may be discounting their own ability to 
consider and do a great deal about the situations within which they had placed 
themselves. This view is supported by the actor’s demonstrated ability to think about 
and communicate their ideas and solutions clearly to the researcher. Therefore in 
relation to management it is suggested that worker’s behaviours may be due to 
perceived low self-efficacy and negative self-beliefs discussed (in section 6.6.1 
Control) and Teamed helplessness’ (section 6.10 Helpless and Hopeless), below. It is 
plausible to suggest that demonstrations of child like obedience may be an over
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adaptation in that workers complied with what they believed were management’s 
wishes, discounting their own options, without checking with management to confirm 
if their behaviours were wanted. The frequent unavailability of management would 
compound these difficulties. Actions by management at the TCC to introduce 
‘improvement clubs’ to stimulate employee involvement may be an attempt to redress 
the balance.
Stewart and Joines (1994) state:
“the person in over adaptation will often be experienced by others as helpful 
and accommodating. Thus over adaptation is frequently stroked by those to 
whom the person relates. Because of this social acceptability and because the 
person appears to be thinking, over adaptation is the most difficult to detect of 
the four passive behaviours” (1994: p i76).
The other two passive behaviours cited by Stewart and Joines (1994) are Agitation 
and Incapacitation and Violence, which are considered in this thesis within 
Aggression in section 6.7.9 below.
At first glance of the data, as discussed in Chapter five it might be tempting to 
attribute the cause of passivity with the frequent restructures and organisational 
changes that had occurred at the TCC. Actors had said that after the reorganisations: 
“you don’t get excited by the work anymore” (TCI 1). However, it would be too 
simplistic to conclude that organisational factors were the sole cause or that they are a 
prerequisite of Passivity. A counter argument is found by examining conditions at the 
UCC, where passivity was observed in staff where the organisational structure had 
been relatively stable for some time. An example of passivity from an actor at the 
UCC is: “it would be great if someone took an interest,’ (UC05). The actor seems to 
be waiting for someone in authority to show their interest rather than actively seeking 
their involvement. Passivity may be stimulated by and attributed to different elements. 
In this research, an autocratic management style was something that both sites had in 
common, as was an absence of communication from senior management.
It is plausible to suggest that passive behaviours from employees may be associated 
with management style and established organisational social norms which particularly
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emphasise compliance. Compliance may be based on fear of punishment or rejection, 
often synonymous with an overly autocratic management style.
From the literature discussed in Control 6.6.1 above, it seems tenable to suggest that 
passivity may be an expression of fear or learned helplessness where actors dread to 
venture out of well travelled patterns of thought and behaviour for fear of punishment.
6.4.9 Resignation
If we consider the act of resignation as it might apply to the individual, the word 
carries with it a sense of emotional and physical withdrawal especially if used when 
leaving one’s place of employment. There may be a mitigation of self, a giving up on 
one’s hopes and dreams or a dogged determination to continue with something 
experienced as unsatisfactory or unfulfilling, a clinging to the known at the expense of 
what might emerge, if one was to act courageously.
Resignation is a long way experientially from the state of acceptance. Whilst 
acceptance may involve actively working with an issue, resignation seems to include 
a denial of the state being experienced and a disrespecting of one’s own needs at the 
expense of the perceived needs of others.
Where actors can attribute cause to key issues and constructs external to themselves 
they may still perceive themselves able to act out compliant behaviour. Therefore, as 
discussed in section 6.4.3 regarding responsibility diffusion, where free choice is not 
engaged reduced responsibility may be taken in work tasks.
Resignation may also be associated with an absence of authenticity and honest 
communication, as the actor believes neither will be helpful to themselves or their 
situation. In Chapter five, (section 5.10.1.3) quotes from staff suggest they may have 
experienced this. Agreement was also found that suggested an autocratic management 
style was linked to staff feelings of apathy.
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Resignation is therefore linked to actor’s perception of limited options and a frequent 
associated characteristic is passive behaviour. A more extreme expression of this may 
be where actor feels helpless and hopeless in their role.
6.4.10 Helpless and Hopeless
To be helpless is to be lacking in protection, support or a form of defence marked by 
an inability to act or react. Hopeless is to be without an expectation of good or 
success, closely related to the state of despair. It is suggested that these two states are 
closely related.
From the literature, Tillich (2000) says: “helplessness in the state of anxiety can be 
observed in animals and humans alike. It expresses itself in loss of direction, 
inadequate reactions, lack of “intentionality” (the being related to meaningful contents 
of knowledge or will, 2000: p37). Helplessness is a generalised anxiety in the actor 
may that may be built up over a period and render the individual helpless to act as the 
source of the threat is not defined, other than ‘nothingness’ (2000: p37)
Tillich (2000) continues: “extreme situations are not reached frequently and perhaps 
they are never reached by some people. The purpose of an analysis of such a situation 
is not to record ordinary human experiences but to show extreme possibilities in the 
light of which the ordinary situations must be understood” (2000: p56).
Whilst not in the perceptions or reported lived experience of all workers, there was 
evidence that some actors touched on the states of being helpless and hopeless.
For example in Chapter five, staff at the TCC reported they were unable to receive 
much needed assistance from their team leaders on product information. A shift might 
involve working 3.5 hours during which the agent, apart from a 15 minute break, 
would be expected to remain logged on and available at their workstation to take 
incoming calls. During this time they would have been thrown back on their own 
abilities to placate angry customers dissatisfied with the service. Actors said they felt 
“ignored” and wondered if the team leader was “on a power-craze” (TCI 2). In such 
instances, a sense of hopelessness might be expressed through the inability to 
challenge the team leader and the business for better support. It was not expected that
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this would produce the help needed. In this sense, Hopelessness is closely associated 
with Resignation although the expression of Hopelessness as an intra-psychic state, 
according to Fee (2000) may have a number of elements. These include: the impact 
and interpretation of past experience, such as blaming oneself for one’s problems and 
psychological defences such as repression, denial, projection, or splitting, (2000:
p221).
Seligman (1974) is cited in Fee (2000) for describing how one can become socialized 
into Teamed helplessness,’ - giving up in a sense, which is defined as adopting a 
passive stance toward life events that require normative coping skills, (2000: p 77). 
Suedfeld (1997) says: “everyday stressors become more tolerable if the individual 
views them as controllable even if not avoidable” (1997: p 336).
6.5 Inclusion versus Alienation
avoidance
support
alienation
recognition
Fig. 6.5 Inclnstan V*s ABtoation
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6.5.1 Inclusion
Inclusion is the state of being included as part of a whole. The human need to be 
included is noted within Maslow’s (1965) theory of motivation, under the second 
level of ‘affection, love and self expression’ discussed in section 4.5 of this thesis and 
often popularly abbreviated to the term, ‘belonging.’ A similar concept, referred to 
as: ‘Relatedness needs’ is found in Alderfer’s (1969) Existence, Relatedness and 
Growth (ERG). Relatedness needs within Alderfer’s (1969) model encompass social 
and external esteem, involvement with family, friends, co-workers and employers, 
(Maslow’s third and fourth levels).
Within the contact centre context this would include: being informed, interacting with 
ones colleagues and employers, taking others thoughts, emotions, and behaviours into 
account and being similarly considered by others. This category and its definition 
comes from the data, discussed in Chapter five, where it emerged that social 
relationships with friends were a major factor in influencing actors to stay at work, 
even when they were unhappy with their jobs. For example: ‘the social relationships 
are really important’ (TC07).
Within the study, inclusion was found to be associated with a cluster of actor’s 
perceptions and attitudes. These included: communication, support, recognition and 
social identity.
How each element relates to others and to the Choice and Responsibility model (fig
6.1) are detailed below:
6.5.2 Communication
Charon (2007) states:
“Human society depends upon symbolic communication. Communication 
means sharing, and sharing is one very important way that society is held 
together. Very important forms of cooperation occur because human beings 
are able to discuss with one another how to resolve the problems they face,” 
(2007: p63).
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Ross (1962) points out the words community and communication are similar:
“They emphasise commonness, togetherness. People gather or live together 
for certain purposes, and they share meanings and attitudes; the first 
presupposes the second, for without communication there is no community. 
Community depends on shared experience and emotion, the communication 
enters into and clarifies the sharing” ( 1962: p 156).
Communication is discussed in Chapter five, (section 5.10.1.1.3/5.10.3.5) where it 
was found to be a salient influence to call centre working. This ranged from the 
transfer of information between roles to poor communication from senior 
management and team leaders, which were ongoing causes of contention for front line 
staff. Feelings associated with poor communication were: frustration, resentment, 
anger and perceptions of being excluded or ‘left out.’
Communication appeared to be more noticeable in its absence than when it was 
present, suggesting it was regarded as a ‘given’ by staff. As discussed in Chapter two, 
section 2.5 (9) this hygiene factor, (Hertzberg 1966) is likely to be a cause of 
dissatisfaction for staff when missing. It was through communication that new staff 
were inducted into the shared realities of the workgroups, and through communication 
that they understood the meanings of various behaviours and tasks.
Lack of communication can have a symbolic significance to staff that may not be 
consciously recognised by management. Lack of community and relatedness can be 
linked to an absence of communication. In the study there were at least two societies, 
which could be said to have emerged, - those ‘in the know’ -  at the top of their 
organisations and those who ‘found out later,’ when it was deemed appropriate by 
those in power to inform them. Managers were part of the second group as whilst 
they may be informed marginally in advance of their advisors, they did not determine 
the top strategy of the organisation, albeit some may have a degree of autonomy in 
how they implement operational strategy.
Communication skills were found to be an important criterion for selection at 
recruitment and the means by which an adviser might change their circumstances. For 
example: to ‘get off the phones’ and find another job within the call centre. Equally it
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was a means to express their dissatisfaction with team leaders and working 
conditions, as well as to interact and manage their customers.
6.5.3 Support
A ‘supportive’ team leader was found to be valued by the actors in this study. The 
emotional reactions from actors at the TCC, when support was not forthcoming was 
marked. At the UCC, its absence was also noted. Support was found to be practical 
such as help with product knowledge, day-to-day guidance and instruction, and 
passing on information as well as attending to actors emotional needs in giving 
attention and showing interest.
In section 5.10.2.3, where Alienation was discussed, Blauner (1960) outlined four 
areas having a bearing on work satisfaction -  prestige, independence and control, 
social satisfaction, sharing non-work activities. An absence of support is likely to 
impact negatively upon the latter three.
From the call centre literature, a high positive association with team leader support 
and actor’s well-being has been identified, (Holman (2004), Deery et al 2004).
It is proposed therefore that access to support, especially in times of uncertainty and 
change, and where the pressures of work are intense, can be a powerful element in 
reducing anxiety and fear, lower order states within the model. The provision of 
support will therefore increase the likelihood of the individual experiencing Inclusion.
6.5.4 Recognition
In the same cluster of enabling states as Support within the Choice and Responsibility 
model, (fig 6.1) is Recognition. To be recognised is to be noticed. Recognition and 
Support may be intertwined in that the ability to give and receive support may be 
dependent upon Recognition. This is based upon the supposition that one is unable to 
give appropriate support to another unless one is able to recognise the others needs. 
Equally, one may be unable to receive support unless one believes that: (a) one’s 
interests have been considered, and (b) that the support offered addresses ones needs.
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It is proposed that many actors associate behaviour such as not listening and non­
acknowledgement of communication, and reported as ‘not showing an interest’ (TCC) 
or “being ignored” (UCC), as a non-recognition or denial of basic needs. The 
withholding of recognition for work done and an absence of emotional support at the 
TCC may have been perceived as a forerunner to the withdrawal of material support 
by the agents. This supposition, requiring further investigation to substantiate, is 
based upon the argument that if one perceives no attempt is being made to attend to 
one’s emotional needs, one’s contribution and presence may also not be valued and 
therefore not sustained by the organisation. It is a small step to make to suggest that a 
reduction in one’s perceived value at work may impact upon one’s influence and 
benefits and that the termination of one’s employment contract may follow.
The above view is supported by the literature with Carlston and Smith’s (1996) 
principle that stored knowledge affects interpretation of events also recognises that 
stored knowledge has an impact upon the human memory. It therefore seems 
plausible to suggest that the memory of colleagues made redundant at the TCC may 
be influencing the inferences and judgements of those workers remaining.
6.5.5 Social Identity
This section connects with, but does not replicate section 6.4.4 where personal 
identity persona was discussed, showing the impact of significant others upon the 
individuals perception of themselves and section 6.5.1 where the importance of 
accomplishment to an individuals psychological well-being was discussed.
A definition of what is meant by Social Identity within this model is offered.
From the literature, the Social Identity perspective, argues that people categorise 
themselves on many levels, with most levels defined by group membership. Groups 
provide a collective self-concept and people have as many social identities as groups 
to which they feel they belong, (Turner 1985). Social identity is clearly differentiated 
from personal identity where the latter is tied to interpersonal relationships and 
individual personal traits or dispositions, (Hogg 2001).
According to Hogg (2001), Social Identity theory, and its development into Self- 
Categorisation theory was based on studies where people showed strong favouritism
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for the group they perceived themselves to be a part of, termed the ‘in-group’. Hogg 
(2003) states: “people are motivated to maintain a positive self evaluation and want to 
view their individual achievements and personal qualities as favourably as they can 
and they similarly want to see the groups they belong to in the most favourable light” 
(2003: p i7). In addition, people were found to minimise the differences between 
people within groups, (both in-groups and out-groups) and to maximise their social 
identity by doing all they can to view their own group positively and other groups 
negatively.
Hogg states: “an individuals self esteem reflects both their personal identity and social 
identity” (2003: p i5).
It is proposed, within the Choice and Responsibility model that feelings of well-being 
(defined as self esteem) are linked to ones identification with ones chosen ‘in-group’, 
which may be task based or socially orientated or both.
Supporting literature is provided by Festinger (1954), cited in Hogg and Cooper 
(2003) who says: “people come together with similar others to obtain validation from 
individual others for their perceptions, attitudes, and feelings” (2003 : p 16).
This view is supported by the data at the TCC discussed in Organisations as 
machines, Morgan (1986) Esprit de corps, (appendix) where one actor reported:
“One of the reasons people don’t leave is because they have a lot of friends. 
They don’t want to leave the social life so they put up with things...”.
It is proposed that the emotional energy invested and returned in those social 
relationships, the accompanying sense of self-validation and the social identification 
with being part of a chosen in-group are contributory factors to a sense of social 
integration and inclusion.
When these factors are missing the actor may move toward the opposite scale of 
Inclusion which within the Choice and Responsibility model, (figure 6.1), is termed 
Alienation.
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6.5.6 Alienation
Alienation is typically defined as withdrawing or separating a person or his affections 
from an object or position of former attachment. It may be associated with isolation 
and estrangement,
There was evidence that actors felt estranged from their organisations, team leaders 
and management. Indicators of this were: distrust of management intentions, self- 
interest demonstrated through being calculative in minimising workload and 
involvement, falsifying work records, name calling and managing work boundaries -  
‘a desire to come in do the work and go home, nothing more.’ These issues are 
discussed in Chapter five with further analysis in Principles of classical management 
(appendix)
A polarisation of interests and segregation of people into two groups, the managers 
and the managed was apparent. The groups could be defined as those responsible for 
making sure the work was done and those doing the work. It seemed that the 
perceived human differences between people in the two groups had become 
exaggerated, perhaps perpetuated through lack of interaction and involvement. In 
section 6.6.2, the importance of communication in maintaining shared interests was 
discussed. This was an element that actors at both sites had reported as missing and 
may have contributed to the sense of alienation experienced by the actors.
In Chapter 2, in Meszaros (1970), Marx’s (1844) perspective on fulfilment at work 
and the assumption that human beings can achieve the fullness of their humanity 
through labour was discussed, (1970: p 77). The fragmenting of experience which 
Marx makes reference to is said to be the result of the capitalist organisation of the 
work activity and is not attributed to the outcome of any particular work method.
As noted in figures 5.3 and 5.4 and from the subsequent data analysis, the attitudes 
and perceptions of workers at the two sites had similarities and differences.
In considering the applicability of Marx’s ideas to the actors, whilst there was 
evidence that workers were alienated, as discussed above, there was no evidence from
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the actors’ accounts to suggest that capitalist work activity per sc was perceived by 
the worker as unjust and therefore a cause of the fragmenting of their experience. At 
the UCC, whilst one actor voiced that: “staff don’t get paid as much as other call 
centres, (UC01), this was a comparison with other employers rather than a criticism of 
the economic system. At the TCC, despite the lack of a pay rise, staff considered 
themselves more than fairly remunerated in financial terms. For example, actors said:
“ in six months you can earn £15,000, its very well paid” (TC08) and: “the maternity 
benefits, BUPA and pensions are just fantastic (TC07).
According to Watson (2003) Marx’s conception was that Alienation is not necessarily 
reflected in felt job dissatisfaction or in frustration. It is when people are not fulfilling 
themselves in the way they might be were they working under different conditions, 
(2003: p 176).
From the literature, Anthony (1977) states: The essential paradox of alienation is that 
it emerges with any meaning only as a result of an over emphasis on a work ethic and 
work based values’ (1977). This means that people can only be considered to be 
alienated from work within the ideology of work which states they should be devoted 
to it. However, as discussed in Chapter two section 2.4, for people to have the 
opportunity to become all that they could be, to achieve self actualisation, (or be 
continuously self-actualising) a new type of working environment would be need to 
be created, where work was conceived as a source of fulfilment in its own right. This 
may be at odds with the organisations commercial objectives unless the HR system is 
fully developed to support it.
At the TCC it seems likely that the compulsory redundancies of workers, highly 
aspirational expectations set by recruitment, the high work-load, poor implementation 
of processes, lack of support and management methods were responsible for 
unfulfilled hopes and the high attrition rate, despite the high rates of pay.
At the UCC recruitment methods were an issue, as were work and management 
methods, from which emerged a lack of challenge in the job manifesting in a level of 
disengagement and separation in staff.
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Whilst more research is necessary, the researcher suggests it is workers unfulfilled 
expectations regarding what was promised by the organisation, the gaps between 
personal and corporate values and the lack of communication and support are more 
likely to be the causes of separation.
6.5.7 Withdrawal
Associated with Alienation is the state of Withdrawal. From the literature, Deery and 
Kinnie (2004) say: “Employee withdrawal, either in temporary or permanent form, is 
a pervasive feature of call centre work. For example, a nationwide survey in Britain 
found average turnover rates in 2002 of over 30%.” They continue: “both turnover 
and absenteeism can be seen as a form of ‘exit’ involving an effort to escape from 
working conditions that are viewed as unpleasant’ (2004: pl2). However, there are 
other ways of responding to an uncongenial or unsatisfactory work environment. 
Workers can withdraw their psychological and emotional engagement with their job, 
doing the minimum possible.
In support of this view, at the TCC, a reaction to redundancies, poor team leader 
support and excessive workloads was reported by one actor as: “people feel they just 
want to come in, do the job and go home” and “if they (agents) did feel they were 
getting support maybe they would put that little extra in, the level of service would be 
higher (TC08).
From a managerial perspective, employees withdrawing active engagement with their 
work is likely to impact adversely upon productivity, particularly in a call centre 
where the behaviours of the agent are so closely associated with levels of perceived 
customer service.
From the actor’s perspective, psychological and emotional withdrawal may be a 
strategy adopted as a last resort to manage work boundaries, however it may 
accelerate the process of physical withdrawal from the work environment.
The probable reduction in communication initiated by the actor, lessened ‘push back’ 
and negotiation with managers and reduced desire to take the role of the other may
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contribute or compound an unsought experience of non-inclusion.
Taking a sociological perspective, Charon (2007) states:
“To the symbolic interactionist, society is always developing as people interact. 
Actors take one another into account as they act; they intentionally 
communicate; and they interpret one another’s acts” (2007: p 172). He 
continues: “it (society) is characterized by a certain type of interaction: 
cooperation. Society is cooperative problem solving” (2007: p i72).
Withdrawal at an individual level therefore has broader implications for the society 
within which the actors live and work.
Staff engagement, or the lack of it is discussed further in Chapter 7, Conclusions, 
where the findings from the Gallup Employee Engagement Index (2005) are shown.
6.5.8 Isolation
From the literature, people affiliate with others because they fear death,
(Greenberg et al, 1997). Therefore the consequences of being ostracized can be 
extreme (Williams 2001).
In the penal system, solitary confinement is a feared deterrent for poor behaviour and 
in studies of tribes being banished is symbolic of death of self and may even be a 
forerunner to physical demise. Isolation is therefore not a state that is consciously 
chosen by the majority of people. To find oneself isolated is to be deprived of 
relationship. Baumeister and Eeary’s (1995) “belongingness hypothesis” states: 
“human beings have a pervasive drive to form and maintain at least a minimum 
quantity of lasting, positive, and impactful interpersonal relationships. Satisfying this 
drive involves two criteria: First, there is a need for frequent, affectively pleasant 
interactions with a few other people, and second, these must take place in the context 
of a temporally stable and enduring framework of affective concern for each other’s 
welfare, (1995: p497).
Thomas Scheff (1997), a sociologist, says:
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“one’s status relative to another is continually being signalled, usually 
unintentionally... the social bond is based on the concept of attachment, 
mutual identification and understanding. A secure social bond means that the 
individuals involved identify with and understand each other, rather than 
misunderstand or reject each other.”
He continues:
“I assume that in all human contact, if bonds are not being built, maintained, 
or repaired, they are being damaged. Status-relevant verbal and nonverbal 
signs both signal and determine the state of the bond at any given 
moment.. .Threats to a secure bond can come in two different formats; either 
the bonds are too loose or two tight. Relationships in which the bond is too 
loose are isolated: there is a mutual misunderstanding or failure to understand, 
or mutual rejection. Relationships in which the bond is too tight are engulfed: 
at least one of the parties in the relationship, say the subordinate, understands 
and embraces the standpoint of the other at the expense of the subordinate’s 
own beliefs, values or feelings” ( 1997: p76).
Applying Scheff s (1997) theory to the research findings, there was evidence of the 
actors perceiving themselves as isolated when the bonds were too loose with the 
organisation that employed them, their managers or team leaders. Paradoxically, the 
bonds were also too tight with actors experiencing themselves as required to be 
compliant and unquestioning.
To summarise Scheff s (1997) theory, individuals consider and assess their feelings 
and experiences through transactions which initiate and maintain social bonds.
This might be interpreted as suggesting that individuals choose voluntary isolation. 
The researcher suggests that in a different context a minority may seek a temporary 
withdrawal from the pressures of society but the majority of call centre workers do 
not seek isolation.
Manstead’s (1995) research indicates that if the basic need to belong remains 
unsatisfied negative consequences will ensue. They cite a cause of early isolation or 
unpopularity in children as a deficit ability to recognise emotion from facial cues. 
Manstead (1995) states: “ there is a reciprocal causal relationship between popularity
334
and emotion recognition; thus children can begin by being isolated or unpopular 
because of their relative inability to recognize facial expression information but the 
resulting lack of close relationships with peers then denies these children the 
opportunity to learn about the meanings of facial expressions, thereby exacerbating 
their isolation or rejection” (1995; p 245).
Social isolation in the workplace may be due to a number of causes, some internal to 
the actor such as an inability to relate to peers and others which may be external such 
as scapegoating.
6.5.9 Aggression
Human aggression is defined by Hogg et al (2003) as: “ behaviour directed toward 
another individual carried out with the proximate (immediate) intent to cause harm”. 
They continue: “Furthermore, the perpetrator must believe that the behaviour will 
harm the target, and that the target is motivated to avoid the behaviour” (2003: p 298). 
In the late 1980’s psychological researchers made a distinction between direct and 
indirect aggression, (Lagerspetz et al 1988 cited in Hogg 2003). Indirect aggression is 
committed outside the presence of the target, such as telling stories and lies behind 
someone’s back to get them into trouble or taking a person’s things when they are not 
there. Direct aggression is committed in the presence of the target. For example:
“When clerical assistants first joined the call centre they became depressed 
and resentful or just left” (UC05)
“They (team leaders) get called names behind their back and to their faces.
It’s a shame!” (TC12).
The first extract suggests a bottling up of negative feelings that were unable to be 
expressed. Resentment can be a sense of frustration and hostility accompanied by a 
sense of being powerless to express those feelings directly. Depression is reported as 
second in sequential order by the actor, perhaps suggesting that the repressed anger 
found in resentment may change into the further, more potentially passive state of 
depression. Ultimately, the staff member removes themselves from the perceived 
cause of their state by leaving.
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The second extract suggests a form of aggression that referring to the literature may 
be termed: “affective aggression” also labelled ‘hostile’ (after Fleshbach, 1964 cited 
in Hogg et al 2003), or emotional (after Berkowitz, 1993). Hogg et al (2003) state: 
“these forms of aggression are usually conceived as impulsive, thoughtless (that is 
unplanned), driven by anger, having the ultimate motive of harming the target, and 
occurring in reaction to some perceived provocation” (2003 p298).
Hogg et al (2003) continue: “violence is physical aggression at the extremely high end 
of the aggression continuum, such as murder and aggravated assault. All violence is 
aggressive, but much aggression is not violence” (2003: p 298).
Stewart and Joines (1994) state: “violence is passive behaviour because it is not 
directed at solving the problem in hand” (1994: p 177). They continue: “ when the 
person is agitating, he is building up energy which he then may discharge 
destructively by either incapacitating or getting violent” (1994: p 177).
Outlook (2006) states: ‘this anger needs an identifiable target, an enemy to blame his 
woes upon” (2006: p39).
The fear of violence may also lead many people to react negatively to outward 
displays of aggression, particularly in a business environment, such as the call centre 
where a narrow band of behaviours may be typically expressed.
Within the model, it is conceivable that many forms of aggression may be expressed 
in a call centre environment including the types described above. Another form could 
be premeditated aggression, usually conceived as thoughtful, deliberative, 
slow and instrumental, resulting from cold calculation rather than an impulsive affect, 
(Hogg et al 2003: p298). This might apply when a deep-seated frustration exists. The 
researchers own experience suggests this form of aggression is more likely to be 
reactive, in response to perceived prior provocation, usually accompanied by anger, 
(after Dodge and Coie, 1987; Pulkkinen, 1996), as distinct from Proactive aggression, 
occurring without provocation. Blame has been found to be a common condition in 
organisational settings where free expression of dissatisfaction is suppressed.
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6.5.10 Avoidance
Avoidance is used as a term to describe a group of intra-psychic defence mechanisms 
which operate at the level of the individual and are psychological ( Usser 2000). In the 
Choice and Responsibility model (fig 6.1), these may be maladaptive and can be 
conscious or unconscious. The objective of these defence mechanisms, (within this 
model) is to reduce feelings of anxiety regarding reality or morality, (after Freud). 
Neurotic anxiety is not included as it is assumed that the call centre workers will be 
mentally healthy. The defence mechanisms below are included within the category of 
Avoidance because they involve non-engagement with the issue or significant others 
from the perspective of resolving the issue as perceived by the actor. Avoidance in 
these terms may occur in association with Alienation, (section 6.7.6 ) or when the 
actor is confronted with pain.
Misra (2006) states:
"Mistakes bring about a feeling of tension and anxiety within the individual.
At such times, the mind seeks rational ways of escaping the situation. A range 
of defence mechanisms can be triggered. These defence mechanisms are 
subconsciously employed to protect the ego and they tend to distort, 
transform, or otherwise falsify reality. One uses these 'deceptions' to avoid 
facing issues of guilt, failure, fear, emotional pain, or embarrassment. In 
distorting reality, there is a change in perception which helps to lessen 
anxiety” (2006: pi).
Defence mechanisms that may be activated in a call centre context include:
Denial - defined as claiming or believing what is true to be false, such as refusing to 
accept that one has made a mistake or acted incorrectly, it was ‘someone else’s fault’, 
or ‘they made me do it’ denying one’s own choice and responsibility. Projection, 
where uncomfortable feeling are attributed to others, for example, repressing one’s 
own hostility towards a manager (because it may be socially and politically 
unacceptable) and instead interpreting their intentions and behaviour as the cause of 
the hostility - ‘they don’t like me.’ Displacement defined as redirecting emotions to a 
substitute target, for example after a shift venting one’s anger or frustration on a 
colleague or family member rather than the cause. Rationalisation, for example,
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creating false but credible justifications, ‘it was the only way forward,’ ‘it’s not really 
important.’ Intellectualisation: involving taking an objective viewpoint in order to 
ignore one’s own or another’s emotions. Regression: Going back to acting as one did 
as a child which resulting in inappropriate behaviours, for examples see Passivity 
(section 6.5.8) overadaptation and Aggression/ violence (section 6.6.9) Repression: 
defined as pushing uncomfortable thoughts into the subconscious, a common 
expression of this and a milder expression is procrastination ‘I’ll deal with it at some 
other (undefined) time.’
These defence mechanisms are not put forward as an exhaustive list and their 
expression may not always be problematic. However, it is suggested because they 
stem from an inability to deal with an issue at the time and discount the experience of 
personal choice and responsibility their long-term use is likely to fuel a sense of 
Alienation (section 6.6.6) and Powerlessness (section 6.5.6).
6.6 Critique of the Choice and Responsibility model:
The Choice and Responsibility model attempts to show important experiences, 
associated attitudinal and behavioural factors and working practices with a view to 
helping improve the quality of contact centre workers lived experience. It is put 
forward in the certain knowledge that, after Korzybski (1933), creator of General 
Semantics, ‘the map is not the territory,’ in other words, the model is an abstraction 
and cannot hope to capture all facets of the attitudes, experiences and perceptions of 
the actor’s reality. It is recognised that it is probably not possible to know and map 
everything that is going on in the attitudes, experiences and perceptions of a human 
being. Real life experience does not lend itself so neatly to categorisation.
Regarding the transition from negative states to positive states through taking courage 
and making responsible choices, this may not be the only route by which one might 
change one’s state and move upwards. From the literature, F.S Peris, (1969) one of 
the founding figures in Gestalt therapy, believed that rather than try to change, stop, 
or avoid something that you don’t like in yourself, it is much more effective to 
experience it fully and become more deeply aware of it. Reason (1995), building on 
this idea says:
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“You can’t improve on your own functioning; you can only interfere with it, 
distort and disguise it. When you really get in touch with your own 
experiencing, you will find that change takes place by itself, without your 
effort or planning” ( 1995 : p 244).
Mahrer, (1978) states: “if we delve beneath the surface of a person, what we come 
down to are the deeper potentials. These are often hated and feared when they first 
come into awareness, but when they are worked with and entered into fully, they turn 
out to be positive and full of energy and helpful meaning,” cited in Reason (1995: 
p224).
It is suggested in model (figure 6.1) that a voluntary descent into the negative states, 
for the above purposes, may still involve the conscious drawing upon of Courage, 
perhaps facilitated by a third party.
The positioning of Courage between Powerlessness and Choice, (in figure 6.1) may 
cause some to question if it might not be better placed elsewhere, for example 
between Choice and Responsibility. The explanation for its position between 
Powerlessness and Choice is that if an individual does not yet experience confidence 
or certainty in making a choice, Courage is needed to provide the momentum to move 
upwards towards the higher order states. Courage therefore serves as a bridge from 
the negative states to Choice. To position Courage elsewhere on the axis would be to 
suggest that an individual might not require Courage to make a difficult choice which 
would be to suggest they might not feel the emotions associated with the negative 
states. To suggest this form of emotional detachment would be incongruent with the 
research findings discussed in Chapter five and suggest an unlikely sense of 
calculation and management in the actors.
The inter relationship between choices, beliefs, values, motivation and personal 
identity persona are all unique to each person, their situation and that moment in time. 
Clearly there are areas of similarity and possible overlap between conceptual 
constructs and contributing factors, for instance the relationship between Fear and 
Dependency, to quote but one example. Further research may attempt to identify the 
experiential passage of an individual as they travel up and down the axis from which
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further sense making and other hypothesis may emerge. Therefore the model, which is 
a structural representation, is offered recognising that further questions are raised in 
applying it to employees perceptions of reality.
The author, based on the literature and findings from this research, presupposes that 
pressures and tensions in call centre working will continue. It is recognised that the 
actor’s experiences and perceptions of both positive and negative states, in this study, 
were subjective and may be fleeting in nature. Whilst some may argue that because 
attitudes and perceptions can be difficult to assess, they are somehow of lesser 
importance to call centre working than more tangible elements. The author argues that 
the memory of negative experiences may continue and that the effects of poor choices 
may be permanent for both the individual and their organisation. Increasing positive 
attitudes and perceptions of choice, responsibility and control can be liberating 
experiences for actors which may be supported by managers and benefit both 
individual and organisation alike.
6.7 Summary
The chapter has focused upon building a theoretical perspective of elements integral 
to the attitudes and perceptions of the actors, which are depicted within the Choice 
and Responsibility model. The model is constructed from the empirical data and 
developed from the literature as a tool to assist actors and their managers in making 
sense of, and functioning effectively within their work context. This is important as 
Cooper (2005) notes, individuals in the future will have to take greater responsibility 
for their own personal development and personal resource management.
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Chapter Seven: Conclusions
7.1 Introduction
Within this chapter I summarise the study’s aims and main findings presenting 
validity and knowledge claims. The implications of the research for agents, team 
leaders and management practice are put forward. Suggestions are offered for further 
research and a summary.
7.2 Conclusions
At the beginning of this study I set out to explore the attitudes and perceptions of 
people working in call centres. I was curious about how they perceived their 
organisation might influence or determine the way in which they thought and felt. To 
maximise the richness of the data the research sites were chosen as much for their 
individual strengths and uniqueness within their external markets as their differences 
from each other. A number of aims within the research were identified and are 
reiterated below.
Primary aims:
Research Aim 1 (RA1) What were worker’s attitudes and perceptions of their 
organisation’s mission vision and values? How did staff understand and identify with 
the espoused mission, objectives and values of the organisation?
Research Aim 2 (RA2) What were worker’s feelings towards their work? What were 
the tensions and issues related to salary, job satisfaction, motivation and staff 
dissatisfaction?
Research Aim 3 (RA3) What were worker’s perceptions and experiences of inputs 
received from the organisation in terms of recruitment, training, line management 
supervision and support?
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Research Aim 4 (RA4) W hat were worker’s views on standards of service and how 
might their feelings might be related to the service the customer received?
Secondary Aims
Research Aim 5 (RA5) What were worker’s own views on changes they would make 
to improve service to customers?
Research Aim 6 (RA6) W hat were worker’s own views on changes they would like 
to see occur in their working environments?
Have I answered these questions to my own satisfaction? Essentially, yes. I now know 
a great deal more regarding the complexities of these areas and how they may be 
interlinked. It emerged that there were areas of commonality in terms of management, 
job design, recruitment, training working methods and the issues workers 
experienced. A strong interlinking and interdependence between the attitudes and 
perceptions of actors was found within the analysis and is referenced in the following 
sections:
Chapter five -section 5.10 Analysis of similarities and differences:
Dependency of staff to have plans communicated by senior management, reliance on 
colleagues and work associates for fulfilment of emotional needs including support 
and friendship, staff dependency on management and organisation for career 
development, workers dependency on team leaders for product knowledge, feedback 
and one-to-one review sessions, interaction and emotions impacting upon self and 
others.
Sections Chapter five, 5.6 to 5.10.4, Principles of classical management (appendix) 
Dependency of workers upon database and intranet for customer information and 
professional development tools, the fulfilment of the ongoing recruitment needs of the 
organisation by suitable workers being available and selected, dependency of 
management and staff to fulfil job briefs, assistance of peers by workers when unable 
to cope with the demands of the job.
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Chapter five 5.10 and Principles of classical management, (appendix)
Staff reliance upon the organisation for their livelihood, team-leaders as 
communication links between frontline staff and head of call centre, staff looking to 
team leaders for professional development, managers relying upon staff to serve 
customers, the interdependence of frontline staff in different departments to serve 
each other to serve the customer, (transfer of calls and related customer issues), 
managements reliance upon staff to act with integrity and not abuse financial 
authorities, dependency by management upon staff to meet business targets.
This study finds staff managing the ambiguities, contradictions and tensions inherent 
in call centre working and make sense of their context with varying degrees of support 
and success. Front line workers were confronted daily with the requirement to manage 
impressions of providing service to customers whilst maximising opportunities to 
achieve revenue and profit objectives for their organisation. These objectives were 
sometimes in conflict with each other. Conflict could arise between departments and 
individuals pursuing their own agendas and targets.
Communication was highly valued by the actor’s organisation with customers but 
actors were dissatisfied with both the quality and quantity of internal communication 
forthcoming from senior and line management.
A sense of camaraderie was found to be valued by staff and social relationships were 
an important part of working life, although contact between staff could be limited, due 
to the constraints of the role.
Sense making by frontline workers appeared different from that of their managers. 
‘Supportive’ managers became seen as helpful by staff in contrast with an absence of 
conflict or involvement from others.
Staff were found to enjoy resolving complex calls which provided meaning and 
satisfaction but these calls were taken by the more experienced staff. Intrinsic job 
satisfactions were shadowed by operational and interpersonal issues.
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Survival was a dominant feature of the individual’s perception of work with choices 
made to enhance this likelihood. Not all employees succeeded and there was 
evidence that some chose to ‘escape’ the work regime by leaving.
There was evidence of a small number of people ‘rising through the ranks,’ to secure 
promotion off the ‘phones. These people perceived themselves as instrumental in their 
own advancement.
Both sites applied elements of classical management theory and staff experienced its 
symptoms, after Morgan (1986). These were found to include hierarchical lines of 
authority with major decision-making ability perceived as held at senior management 
level. The mission statement, commercial objectives and strategies were better 
articulated by managers although front line workers voiced elements that held 
meaning for them. The perceived remoteness of senior management and the lack of 
timely communication was an issue at both sites. Poor communication from 
management has been found to be the case in research at other centres (Golan 2004). 
The role of the team leader and the working relationship between the advisor and 
team leader was found to be important to workers. This finding is similar to 
conclusions noted by Holman (2004). The abilities of team leaders at both sites were 
found to be variable. This study points to poorly trained team leaders as being a 
contributory factor to staff turnover rates.
Management strategies for recruitment and training fitted Houlihan’s (2004) Tow 
discretion -  high commitment’ (LDCH) approach. The low discretion element 
referring to the degree to which workers were able to make decisions and organise 
their workload to fit their own ways of working. The high commitment element 
pertaining to the rigorous recruitment selection methods for full time staff, combined 
with a lengthy periods of onsite training.
There has been public discussion regarding the need in UK call centres to move from 
a mass production model to a high skill, high involvement model (Holman 2005). Job 
design, for temporary workers and full time workers in the lower orders of the centres 
fitted the label of mass production-style in that the work tasks could be classified as 
Tow discretion’ based on the technical parameters and content of the call.
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According to Holman (2005) the average level of task discretion is low in UK call 
centres and this low task discretion is associated with lower levels of reported 
customer satisfaction and higher staff quit rates, (2005).
However, level two and three advisors at the TCC and the specialist teams (such as 
acting for the business school) at the UCC were involved in answering more complex 
customer queries. It was reported that they displayed wider skills and utilized higher 
levels of discretion in meeting customer requirements. In this sense, there are two 
different models of managing the labour process, termed as ‘the production line 
approach and the empowerment approach’ (after Bowen and Lawler 1992, cited in 
Deeiy and Kinnie 2004: p 5), at each site. This finding suggests that as workers 
progress up the hierarchy within their job role they are managed differently and that 
both management approaches may be evident at the same site.
Call centre work can be directed by two logics: the need to be cost efficient and a 
desire to be customer -orientated, (After Korczynski 2002) These aims can be 
contradictory, with increased speed in processing calls at odds with extolling the 
virtues of customer service to staff and valuing the customer. Whilst it is easy to 
appreciate this contradiction, it presupposes workers receive a standardised call, 
where call length can be equated with quality of service. This may not be the case. A 
lengthy call cannot be assumed to be more effective than a short call, from a customer 
perspective. In my experience it is possible for customers to be dealt with in a timely 
manner and have the call resolved to their satisfaction.
This research points to staff at all levels carrying the responsibility for satisfying the 
customer, regardless of the training they may have received. There was recognition 
by actors that the service they provided was difficult to separate from themselves.
This is supported by earlier research into call centres where the manner in which 
workers displayed their feelings towards customers could have an important effect on 
the perceived quality of the communication.
The term Tow discretion’ applied to call centre work takes on additional meaning if 
one extends the criteria to include the delivery style of the communication. On the 
basis that the advisor may be judged, by some, as an embodiment of the brand values
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of the organisation, each customer interaction could involve a multitude of choices to 
be made by the worker. The perceived result of the call may often be determined by 
the skills, attitude and service orientation of the adviser.
This research found tensions regarding segmentation of customers by value and 
selling to customers. Although up-selling and cross-selling of products and services 
was encouraged by management and regularly occurred at the TCC, actors did not 
believe the interests off the customer were the priority. At the UCC, actors were 
divided regarding the suitability of selling to customers.
Both sites had used high involvement management methods to engender staff support 
in choosing new furniture, and the UCC had extended this to quality improvement 
teams.
Neither site used scripts to standardise the service customers receive, but both sought 
to monitor performance through electronic means and appraisals. Monitoring was not 
found to be an issue for actors at either site. This finding is in contrast to Macdonald 
and Sirianni (1996) who believed that the ‘information panopticon’ is said to 
continuously remind workers that although no manager may be physically present, 
every aspect of their performance may be constantly measured.
This study shows that some staff at both sites found their jobs provided them with 
challenge and interest. These people took more complex calls or worked ‘off the 
phones.’
Workers volunteered a range of improvements they wanted to see in improving the 
service customers received and their working environment.
The study suggests that senior management may be unaware of the impact of changes 
to the organisation on employees and their working conditions, albeit they may be 
attributed to external causes. Implementation of human resource practices by line 
managers was found to be problematic with team leaders ill equipt to meet staff 
needs. A sense of disengagement between staff and management was apparent, 
attributable to a range of factors, discussed in detail in Chapters five and six.
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Diagnostic tools which aim to give the participating organisation a summary of 
employee perceptions of their psychological and emotional engagement in the 
business and overall staff satisfaction levels may be helpful in identifying further 
perceptions. Gallup Organisation (2006) have developed survey questions which 
cover the following topics: satisfaction with place of work, understanding of work 
expectations, materials and equipment provided, opportunities to do one’s best, 
frequency of praise received for doing good work, caringness of supervisor, 
encouragement of development, opinions being valued, sense of job importance 
related to company mission, commitment of colleagues to doing quality work, having 
a best friend at work, frequency of conversations regarding progress in the 
organisation, and opportunities at work to learn and grow.
Whilst surveys can be useful in measuring increases or decreases in employee 
perceptions of the key drivers or enablers of worker satisfaction, we should be wary in 
concluding that any organisation who uses such a tool has resolved all its 
organisational contradictions and tensions. In the researcher’s experience, positive 
increases in survey responses, particularly in departments where there has been a 
history of poor conditions or management may not always indicate the hoped for 
turnaround in attitudes and behaviour. There may be pressure or ‘guidance’ brought 
to bear on those workers completing the questionnaires by department heads seeking 
to portray their work area in the best possible light to senior management.
Supporting literature from Morgan ( 1986) says: “most people working in an 
organisation readily admit in private that they are surrounded by forms of “wheeling 
and dealing” through which different people attempt to advance specific interests. 
However, this kind of activity is rarely discussed in public. The idea that 
organizations are supposed to be rational enterprises in which their members seek 
common goals tends to discourage discussion or attribution of political motive”
(1986: p 142).
Of course, a well designed questionnaire can be helpful in showing what people are 
thinking and give some rapid ‘answers’, however, it may not reveal the underlying 
reasons behind why they gave those answers. In my experience what people say in an
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in-depth interview may be very different from the answers they write to a question or 
a number they place on a score.
7.3 Implications for call/contact agents
For those people working as agents this study suggests that call and contact centres 
can be both challenging and rewarding as they progress in their roles. Whilst the 
nature of the work necessarily involves interacting with customers using the phone 
and other mediums, contextual elements such as job design, remuneration, incentives, 
culture, team leader support, professional development opportunities and working 
environments are likely to be very important in how the role is experienced. These 
should be considered and, as far as possible, evaluated by the agent both at application 
for employment and after.
For the call centre worker, whilst their objectives, motivations and preferences for 
selecting the call centre as a place of work are necessarily individual the study 
suggests that they should be selective in their choice of employer. Call centres are not 
all the same and due diligence should be employed in selecting those that offer 
employees the most conjucive environment to fulfil their requirements.
The call centre can be a demanding work environment and therefore the onus is upon 
the individual to proactively self manage and regulate their attitudes and perceptions 
once employed.
It has been suggested that customers are becoming increasingly demanding in their 
expectations of customer service. Greater use of the internet, email with faster speeds 
of response and organisations investing in increasing standards, is leading to an 
expectation by the consumer that all customer service will be of a high standard, 
(Dove 2006). As employers seek to differentiate themselves from the competition by 
the service they provide, people who have the inclination to work in this area may 
find their skills are readily transferable, enabling them to be selective in their choice 
of employment. Management/team leader roles may be limited, but agents skills are 
highly valued by managers, and as such, staff have the potential to negotiate and
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influence conditions within their place of work, to a greater degree than may be first 
apparent.
7.4 Implications for Team Leaders
Supervisors and team leaders who are supportive and helpful to their team members 
have been shown to significantly affect worker wellbeing. This study finds that team 
leaders, whilst frequently perceived as powerful figures by their subordinates, are 
often at the effect of the organisations within which they work. Their operational 
work has been shown to involve balancing conflicting priorities, for example: 
achieving the contact centre’s commercial objectives with maintaining staff morale, 
providing team briefings and staff development whilst achieving maximum agent 
utilisation, backing up agents in dispute with customers, whilst obtaining high 
customer satisfaction scores. Policing absenteeism and lateness whilst developing a 
supportive atmosphere. Given the nature of their roles to be both intense and 
demanding, it is suggested that they should consider if their own development needs 
are met, and if not take a proactive stance in seeking that input from their employers.
7.5 Implications for Management
This study points to a fragile social order existing at the research sites, overlaid with 
many complexities and contradictions. Many of these may not be easily discussed as 
they extend to the core of the organisation and the perceived identities of those 
managing and directing them.
From the literature, Lawrence and Lorsch (1969) found that general effects of 
hierarchical organization included: feelings of inadequacy, inability to express 
oneself, inability to influence anyone, feelings of being shut out, increase in cynicism, 
increase in destructive feelings, feeling that one has to dominate or be dominated, 
feeling that to conform is the best thing, feeling that intolerance is all right, feeling 
that prejudice is all right, feeling that new ideas must come from the top, feeling that 
there is no way of communicating with those at the top.
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This research found middle management confronting a similar paradox of conflicting 
objectives. For example: the need to have staff feel valued whilst being contractually 
expendable. The desire to control staffs working methods, productivity and hours of 
attendance, whilst at the same time relying upon them to deal with customers with 
increasing levels of skill and sophistication employing emotional labour. These 
findings are supported by similar findings from Fisher (2004) and Leidner (1996).
Referring to the literature, Griseri (1998) points out that: “the emphasis on leadership 
tends to overplay the functions of power and authority in the cluster of roles that 
leaders are often expected to play, and minimises the extent to which value 
management, and particularly the management of perception and learning, operates in 
the behaviour of effective leaders, (1998: p 202)
Krech et al (1961) outlined a model that identified fourteen different roles a leader 
might play. These include: external representative of the group, purveyor of rewards 
and punishments, arbitrator, exemplar, symbol for the group, ideologist, father figure 
and scapegoat.
I suggest the seemingly ever intensifying nature of call centre working, advances in 
technology, combined with the rising expectations of staff and customers, all place 
considerable responsibility upon call centre managers to develop skills far in excess of 
what may have be traditionally considered necessary from a commercial perspective.
Griseri (1998) argues that: various behaviours of the leader will be fitted together to 
form a model of what kind of person they are. This will be conditioned by the culture 
of the organisation, the organisational theories in use to which the individual members 
of the team subscribe, and their own personal levels of perception, which in turn are 
strongly influenced by the structure of their own values, (1998: p203). He concludes: 
“in short, managing values is a complex business, and the effective leader is one who 
recognises this and realises that it is a long process, slowly built up over years and 
easily wrecked by a few ill -chosen words” (1998: p 203).
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Managers of the call and contact centres, are in the ‘hot seat’ in the sense that the 
decisions they make on a daily basis effect not just the present but the futures of their 
staff and work environment. Their ability to self reflect, self manage and self regulate 
emotions, take the role of the other, work with attitudes and perceptions and 
communicate may be paramount. If managers are to implement HR practices 
effectively, they must recognise and prioritise their importance in sustaining 
capability, morale and staff retention. For some, this may involve an enlargement in 
perception of the manager role.
Knowles (1990) believes:
“one of the misconceptions in our cultural heritage is the notion that 
organisations, (companies) exist purely to get things done. This is only one of 
their purposes. It is their work purpose. But every organisation is also a social 
system that serves as an instrument for helping people meet human needs and 
achieve human goals.” He continues: “ in fact this is the primary purpose for 
which people take part in organisations -to  meet their needs and achieve their 
goals -  and when an organisation does not serve this purpose for them, they 
tend to withdraw from it. Perhaps the ultimate signal that an organisation has a 
deep commitment to human resource development, is when the HRD budget is 
handled as a capital investment, (like a new building), rather than as an 
operating cost” (1990: pl21).
7.6 Critique of the study
As discussed in Methodology in Chapter Four, (section 4.4) I was mindful of unduly 
influencing the actors - however, I recognise that for some, I may have been a ready 
listener to hear their dissatisfactions.
King (1997) states: “participants may welcome the space to talk through some of the 
issues that were raised and to ‘let go’ of some of the ‘emotional baggage’, rather than 
having to leave with a sense of burden or emotional overload” (1997: p 179).
During the interview process, (Chapter four) I recognised and acted upon my 
responsibility to ask carefully worded, appropriate and some times difficult questions,
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slow my pace of speech to facilitate reflection and give verbal and non-verbal 
feedback cues to support and encourage the actor to respond and tell their story. This 
meant that I could not take a completely neutral stance, however, I restricted any 
direction to a minimum. I was particularly conscious of not disclosing my own 
personal experiences or making value judgements and refrained from interrupting, 
despite working within time constraints. These practices were consistent with those 
recommended in the literature, (after Finlay and Gough 2003, Shacklock and Smyth 
1998, Richardson et al (1997).
Whilst I accept the limitations of this research piece, it is my hope that this work has 
stimulated the reader to consider call centre and staff issues from a fresh perspective 
that gives the voice of the call centre worker prominence and recognises the power of 
the individual to regulate and effect their own attitudes, perceptions and work 
environment.
To summarise, in Kelly’s (1955) words: “Theories are the thinking of men who seek 
freedom amid swirling events. The theories comprise prior assumptions about certain 
realms of these events. To the extent that the events may, from these prior 
assumptions, be construed, predicted and their relative courses charted, men may 
exercise control, and gain freedom for themselves in the process’’ (Kelly 1955: p22).
7.6.1 How the study meets the expected outcomes of the research degree:
From the perspective of meeting the academic requirements of the PhD, the purpose 
of this chapter is described by Phillips and Pugh (1994) as: “ To demonstrate how the 
background theory and the focal theory are now different as a result of the study” 
(1994: p60).
The University of Surrey Code of Practice for Research Degrees (2000), states the 
thesis should:
“make a distinct contribution to the current knowledge of the subject, showing 
evidence of a systematic study of the subject, originality shown by the 
exercise of independent critical power, and worthy of publication in complete 
or abridged form,’ (2000: p5).
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The findings amplify the frequently unheard voices of the actors demonstrating how 
organisational culture and policy can affect the attitudes and perceptions of call centre 
employees. It portrays their conflicting aspirations, attitudes and perceptions and 
provides an insight into the issues they faced.
For the actor working in the call and contact centre it points towards having one’s 
own goals, aligned to that of the organisation, exercising a degree of self awareness, 
self management and self regulation of attitudes and perceptions to enable choice and 
decision making which may lead to greater responsibility with incumbent personal 
and professional benefits.
For the call and contact centre in the research, seeking to maintain a happy and loyal 
workforce, the study reveals issues of staff concern and indicates possible solutions.
In particular, the importance of aligning expectations with job roles and salary, 
working practices and HR infrastructure are highlighted. Communication from both 
team leaders and management was found to be highly valued and frequently judged as 
insufficient.
The thesis provides a map, the Choice and Responsibility model, which synthesises a 
wide range of factors, from the perspective of Social Psychology not previously 
considered to assist inividuals and their managers in the call/ contact centre 
environment. It is suggested that managers and staff may use as this as a tool for sense 
making and engagement with issues, beliefs and emotions from an individual 
perspective in the call centre and as an aid to facilitating personal and professional 
development
It is suggested that the findings contribute an incremental contribution to 
understanding how call centre workers think and behave relative to the unique work 
issues and organisational contexts of the research sites.
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7.6.2 Reviewing the works impact and application to the profession
Since this work was undertaken I have been invited to speak at a number of 
conferences and written papers for journals and training publications. Articles and 
published papers include:
1) 1999 Why are Service Standards So Low? Published in Training Journal by 
Penmans.
2) 2002 What Customer Retention Rates Say About Your Company and How To 
Increase Them in Croner Team Leader Briefing, Fortnightly Guide to 
Managing People, Issue No 60.
3) 2002 Competency Profiling: Definition and Implementation in Training 
Journal, Penmans
4) 2002 The International Journal of Call Centre Management published ‘The 
trainer as change agent -  ensuring conditions are set for your call centre and 
people to flourish'. This paper was subsequently selected as ‘best practice’ for 
inclusion within the Call Centre Management Association’s (CCMA) online 
knowledge base.
5) May 2005 ARK Business conferences “Engaging your staff to improve 
customer service delivery.” This presentation included identifying qualitative 
satisfaction factors, indicators of staff engagement and disengagement, 
possible causes of engaged and disengaged staff and strategies for involving 
staff to increase business effectiveness and job satisfaction
6) December 2008 I presented a talk at an online webinar run by Call Centre 
Clinic on “The role of customer service in a recession”. This focused on the 
psychosocial and emotional challenges faced by employees in implementing a 
customer retention strategy during an economic crisis. Personal choice and 
responsibility were central to the discussion.
7) In March 2009 I was invited by the editor of the CCMA to contribute my 
paper ‘The trainer as change agent -  ensuring conditions are set up for your 
call centre and people to flourish’ as an audio visual training module for a 
Contact Center Management Series, hosted by Henry Stewart Talks, and
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launched online at their website, link: http://hstalks.com/?t=MM0682371 - 
Shellabear
This programme illuminated the role of the change agent in the contact centre, the 
issues faced, high staff turnover, perceptions of management by staff, the role of 
the financial and psychological contract and the ethics, skills and tools to meet the 
challenges.
8) In June 20091 was invited by Henry Stewart Talks to design and deliver a 
second audiovisual training module on Performance Management -  an Art and 
a Science, based on a paper I had first published in 2005 within Training 
Journal by Penmans. The article and training module highlighted common 
misconceptions regarding performance management; it’s historical legacy and 
the influence of scientific management. The development of staff was 
emphasised as tool for increasing staff engagement, motivation and skills to 
realise business strategy. It will shortly be available online through Henry 
Stewart Talks at their website (details above).
9) In 20101 will contribute to the Human Resource Council of the Contact 
Centre Association (CCA), formerly known as the Call Centre Association. 
This is a quarterly forum that shares knowledge on HR related issues such as 
training and recruitment.
As a specialist provider to the contact industry a high proportion of the consultancy 
and training contracts delivered by me since 1999 have been influenced by the 
research. Those that are particularly worthy of mentioning include:
October 2003 -  May 2005 I designed and delivered a training programme for a local 
authority on Accepting and Embracing Change. Over the course of 12 months over 
120 managers and staff members attended tailored workshops where they were 
facilitated to discuss organisational and personal change issues and learn behavioural 
strategies to address them.
April 2006 -May 2007. This assignment lasted for over 12 months during which time 
I held the position of director of skills and quality and head of training design for a 
major telecommunications firm. This interim role drew from and developed my
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thinking from previous experience gained at the Telecoms research sites. The position 
involved me aligning the quality functions within the parent company and three 
separate offshore outsource partners running contact centres in Bangalore, Mumbai 
and New Delhi in India. During this time I designed, delivered and managed training 
programmes for over 500 staff in quality management, team leader and supervisory 
skills and customer service.
January 2008 -  December 2009 I have worked as senior consultant for an 
international training and consultancy provider. During this period I have designed 
and delivered nine five day programmes including Fundamentals of Total Quality 
Management, Innovative Management Competencies, Establishing and Managing a 
Call Centre and Help desk, Managing Service Quality and Customer Satisfaction and 
Advanced Customer Service. The programmes are delivered in Dubai, London and 
Malaysia to an international audience. Whilst the technical elements of these 
programmes vary the underlying principles and themes of communication, staff 
involvement and engagement have been consistent throughout.
7.7 Suggestions for further research
A review of the literature and the findings from this study have identified the 
following as areas worthy of further research:
1. How organisations using call and contact centres create negative work experiences 
for their staff.
2. The effect of economic constraints and demands, such as shareholder expectations, 
and competitor activity upon senior management objective and policy-making.
3. The degree to which values held by senior staff influence direction, policy and 
working methods.
4. The degree to which call centre staff leaves their employment with unfulfilled work 
expectations.
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5. The application of the Reidenbach and Robin (1991) conceptual model of corporate 
moral development to further centres as research sites
6. Levels of anxiety experienced by staff facing redundancy relative to their age and 
associated issues.
7. The degree to which workers are influenced at work by underlying drivers and 
motivations derived from religion, such as the protestant work ethic.
8. How management may consciously or unconsciously create self-fulfilling 
prophecies in staff behaviour and performance, through projection of their own 
expectations on to workers.
9. The degree to which staff are motivated to fulfil themselves within the work 
context
10. The effects of different types of electronic monitoring on staff by management
11. The degree to which team leaders are able to utilise monitoring as a tool for staff 
development,
12. How feedback from management to staff may be heard and acted upon or 
discounted.
13. The extent to which workers can express their thoughts and feelings authentically 
within the contact centre environment and the implications upon service to customers
14. The possible long term psychological effects of call and contact centre work upon 
workers.
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7.8 Recommendations
In Chapter one, I discussed how my consultancy practice was being increasingly 
asked to assist organisations abroad and the need for research that both academics and 
practitioners may access.
As I conclude this study, although a relatively recent phenomena, call and contact 
centres have become major employers and established aspect of customer service in 
the UK and abroad. The economic crisis of 2008 -2010 has been attributed as the 
cause for reductions in ongoing industry problems such as high staff turnover and 
sickness, (IDS 2009) however it may be premature to conclude that perceptions of 
poor customer service and demotivated staff are over. It is likely that the requirement 
remains to find a substantative answer to the causes of these symptoms, although the 
necessity to do so may be overshadowed by other concerns. Managers who seek to 
retain their people, as better job prospects emerge, will do well to review and revise 
their operation’s culture, management style, working practices and skills development 
programmes.
7.9 Summary
The word Thesis’ derives from the early Greek word for ‘place or position.’ My thesis 
argues for the position that both individual and organisation have a responsibility for 
the choices they make, recognising that these choices may be influenced and shaped 
by a multitude of factors. Some of these elements could be perceived as constraints, 
others as enablers or opportunities. Whilst the consequences of some choices we 
make may not clear at the time we choose, we have a responsibility to consider them 
as fully as we are able and respond in the way we believe best.
The thesis has used a psychosocial perspective from which to understand the call 
centre context at the research sites. Research quoted in Customer Management (2006) 
suggested there was a strong need to increase the level of psychological and 
emotional engagement of staff with their workplace in the UK. The National Gallup 
Q12 Employee Engagement Index Survey (July 2005) states:
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89% of workers do not feel actively included in their workplace. 69% of 
workers cannot fully agree that their supervisor or someone at work seems to 
care about them as a person. 75% of workers cannot strongly agree that at 
work their opinions seem to count. On average actively disengaged employees 
miss more than nine days of work per year, while engaged employees miss 
less than three days on average. 56% of actively engaged employees say they 
will be with their current employees a year from now compared to 13% of 
their disengaged colleagues.... The fact is that the majority of the UK’s almost 
30 million employees -  who work the longest hours in Western Europe -  are 
uninspired at work. Actively disengaged workers cost the British economy 
between £37.2 Billion and £38.9 billion in 2003 due to low employee 
retention, high absentee levels and low productivity. The situation has not 
improved over the past two years and the rise in actively disengaged workers 
as a cost to the economy has increased to nearly £40 billion” (2006: p72).
In 2009, enhancing performance through employee engagement remain a concern for 
business and government (Macleod and Clarke 2009).
To summarise in Kelly’s (1969) words: “when a scientist propounds a theory he has 
two choices: he can claim that what he says has been dictated to him by the real 
nature of things, or he can take sole responsibility for what he says and claim only 
that he has offered one man’s hopeful construction of the realities of nature. In the 
first instance he makes a claim to objectivity on behalf of his theory, the scientist’s 
equivalent of the claim to infallibility. In the second instance he offers only a hope 
that he may have hit upon some partial truth that may serve as a clue to inventing 
something better and he invites others to follow this clue to see what they can make of 
it. In the latter instance, he does not hold up his theoretical proposal to be judged so 
much in terms of whether it is the truth at last or not -  for he assumes from the outset 
that the ultimate truth is not so readily at hand -  but to be judged in terms of whether 
his proposition seems to lead toward and give way to fresh propositions; propositions 
which, in turn, may be more true than anything else has been thus far” (Kelly, 1969.
p66).
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In sum, if call centres can recognise that individuals bring their own predispositions 
which shape their attitudes and perceptions of work and can help individuals to 
experience the call and contact centre positively, the organisation is likely to enjoy 
greater productivity and performance.
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Appendices
1. Utilising conceptual models
1.1 Principles of classical management theory -  after Morgan (1986)
This section shows the conceptual framework used as an earlier form of analysis. It is 
provided to show additional detail discussed in chapters five and six.
From studying documents collected on site, similarities in organisational design, such 
as organograms, and call quality-monitoring sheets, suggested a line of authority and 
unity of command reminiscent of the classical management approach, (Principles of 
classical management theory, after Morgan (1986: p26). Classical management 
principles preceded Taylor’s scientific management, described in Chapter two and 
were first used as means to shape unruly conscripts into efficient military machines. 
Classical management principles provided the foundation of management theory in 
the first half of the last century and according to Morgan (1986) their use is still 
widespread (1986: p26).
From the data, the specific language of some managers suggested a militaristic way of 
thinking. For example: ‘information is cascaded to the troops’ (TC10).
Morgan (1986) provides a parallel between the design of an organisation and that of a 
machine. He says:
“when an engineer designs a machine the task is to define a network of 
interdependent parts arranged in a specific sequence and anchored by precisely 
defined points of resistance or rigidity”.
He continues
“Classical theorists were attempting to achieve a similar design in their 
approach to organisation. We see this in the way the organisation is conceived 
as a network of parts: functional departments such as production, marketing, 
finance, personnel, and research and development, which are further specified 
as networks of precisely defined jobs. Job responsibilities interlock so they 
complement each other as perfectly as possible, and are linked together
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through a scalar chain of command expressed in the classical dictum ‘one 
man, one boss’ “ (1986: p27).
Consideration was given to the degree actor’s attitudes and perceptions might be 
being moulded, albeit unconsciously, by mechanistic principles of organisation or 
management. The literature review in Chapter two details criticisms of call centres 
where parallels have been drawn with factory models and ‘sweat shops.’ Actors in 
this study had made references to “opening up the improvement clubs to more of the 
employees out on the floor” (TC10). This suggested a comparison with shop floor 
environments in manufacturing where mechanisation of production was well 
established. The processing of managing customer enquiries, emails, and queries 
across both sites, all required employees to work shifts and perform predetermined 
activities within time frames to service levels. From a company perspective, achieving 
year on year improvements in revenue and customer retention targets despite 
economic conditions or other circumstances suggested a machine like quality to 
organising and carrying out work.
A conceptual framework for analysing the data was Morgan’s (1986) principles of 
classical management theory, (exhibit 2.2 1986: p26). The level of conceptualisation 
is raised by comparing it with other substantive theories in the same and other areas.
Data was chosen that best illustrated the reported category, enabling comparison 
within the conceptual framework and theories chosen. Comparisons made between 
data at each location are provided to show the conceptual strength of the units of 
analysis rather than a comparison of the sites. In addition, as stated above, categories 
have been highlighted in italics to draw attention to their significance to the figures 
and conceptual models within this and subsequent chapters, in particular the choice 
and responsibility model in Chapter 6.
The call centre can be a divisionalised organisation, usually comprising of front and 
back office operations, finance marketing, training, HR and management. However, 
as other theorists have noted, and are supported by the researcher’s work experience, 
all call centres are not the same. Call centres can be distinguished by type 
(Hutchinson, Purcell and Kinnie 2000; Callaghan and Thompson, 2002),
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organisational strategy (for example, low cost or high differentiation) and task, 
ranging broadly from ‘advice/solutions’ to ‘sales’ and ‘transactions’ (Wallace, 
Eagleson and Waldersee, 2000). These criteria indicate a correlation between type, 
degree of routinisation, and the depths of knowledge required by customer service 
representatives (CSR’s) to carry out their work, after Houlihan (2004: p237)
Below actor’s attitudes and perceptions that confirm, deny or reveal issues related to 
each principle or construct of the framework are cited. Documentary and other data 
are used to establish and illustrate the type of organisational context and culture in 
which the actors’ accounts are located. Research from other academics within the 
field give associated perspectives.
1.1.1 Principles of classical management theory after Morgan (1986: p26). Unity 
of command: an employee should receive orders from  only one superior, Morgan 
(p29:1986), (Relevant to Research Aim 3)
Both sites had documents which confirmed the lines of authority. These included job 
descriptions and organisational flow charts. A review of the TCC Team Leader job 
description cited their purpose as: “ to manage, lead and develop a VCC team to 
ensure our selected customers receive the highest standards of service as a result of 
enquires or request.”
The first of 12 key accountabilities was
“To manage on-going day to day activities within the team by providing 
assistance, guidance and advice or taking appropriate action in order to 
effectively resolve conflict, problems, customer issues, escalations in order to 
ensure that the customer’s service level agreements are being met”.
The document review suggests that the contractual relationship between the company 
and the customer, as measured through the achievement of service level agreements is 
the highest priority. This is echoed in other team leader accountabilities stated as 
‘meet operational demands and ensure standards are maintained’, ‘meet identified 
performance targets’, ‘deliver specific customer requirements.’ At the TCC, it 
suggests the primary organisational focus and culture is Achievement with 
considerable pressure inherent within the team leader and advisor roles.
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The relationship between the advisors and their team leader appeared central to the 
day-to-day work experience of the front line staff, as shown in the quotes below:
“Team leaders are important because they are the link between us and the head 
of the call centre. The team leaders have a meeting every morning with her 
and unless you are told you can be in the dark about what is happening and 
miss out. I’m lucky; my team leader is very good. But you can see the effect 
on others, they have a pivotal role” (UC02).
Social psychologist W. I Thomas noted that if people define situations as real, they 
are real in their consequences. By controlling information flows and knowledge, team 
leaders have the ability to systematically influence staffs perceptions of events and 
the way they act in relation to those situations. Patterns of dependency can be created.
At the TCC, one actor reported mixed experiences of their team leaders, again 
confirming their importance:
“You don’t want to ask me about team leaders. I wanted to line them up and 
shoot them today. It depends on what kind of a team leader you’ve got. Up 
until recently I’ve been very lucky. I’ve had three exceptionally good team 
leaders that have gone on to become managers and it’s been brilliant. But 
others... they don’t actually do anything. I do the work, they say they did it 
and I don’t get any praise whatsoever. ’ ’
This extract reveals a number of attitudes and issues being held by the advisor. 
Anger/suppressed aggression may be evident in the phrase ‘wanting to shoot the 
team leaders” who are perceived as to blame for an undisclosed event. There is a 
sense of circumstances being outside of the actor’s control in their description of how 
luck determined whom she worked with and the importance of individual recognition 
for work done. It also indicates that she experiences the situation as unjust in due 
recognition not being given.
She continued:
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“if you get a good one you’re fine, you’re on a roll. But if you get a bad one, 
you’ve had it, absolutely had it. There are some in the (name omitted) 
department that are just a waste of time, they shouldn’t even be there” (TCI 2).
A sense of determinism is present here which, in this instance, the actor didn’t 
capitulate but demonstrated free will. As she continues, she describes taking action to 
remove herself from the control of the team leader.
“I’ve found out what team I’ll be in and gone to them (the manager) and said 
for God’s sake whatever you do, don’t put me with them!” (TCI2).
From a SI perspective the extracts from (TCI2) give an insight into the actor as an 
independent, active person who is defining and influencing her own working 
environment. The examples above reveal elements of the internal dialogue she had 
with herself and shows the overt action she took when faced with the prospect of 
being managed by someone she didn’t positively value.
Research into employee well being in call centres has found that team leader support 
has a high positive association with customer service representative’s (CSR) well 
being (Holman (2004). High control over work methods and procedures, a low level 
of monitoring, and a supportive team leader had the most significant effects on 
employee well being.
1.1.2 Scalar chain: the line o f  authority from  superior to subordinate, which runs 
from  top to bottom o f  the organisation; this chain, which results from  the unity o f  
command principle, should be used as a channel fo r  communication and decision 
making, Morgan (1986p29), (Relevant to Research Aim 3).
The chain of command at both sites was illustrated in the organisational flow charts. 
From any place at the bottom of the hierarchy there is only one route to the top. 
However, despite having a channel for communication present, non-communication 
from senior management was reported.
For example:
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“You’ll be told, this is what we want to do and we are in the process of 
looking at it but that’s really all we are going to tell you for the time being” 
(UC05).
“Communication from management has always been poor” (TC10). 
“Management are stepping in the right direction (by communicating) but 
taking baby steps” (TCI3).
The timing of when information was communicated was also an issue. One actor said: 
“The main problem is that we don’t get told about things that are happening 
within the company and then we get told the day before. Now they are trying 
to give us more information so we understand what’s happening and what 
changes are going to happen before they take place” (TC09).
The researcher’s own experience as a consultant confirms that non-communication 
from management within call centres is a major source of staff dissatisfaction. The 
symbolic importance of ongoing communication is key to creating an atmosphere 
based on cooperation and trust, both central to problem solving issues the individual 
and organisation face. The sharing of views, opinions, values and rules allows 
understanding of each individual’s unique perspectives. As Ross (1962) emphasises, 
the words community and communication show an immediate similarity:
“ They emphasise commonness, togetherness. People gather or live together 
for certain purposes, and they share meanings and attitudes; the first 
presupposes the second, for without communication there is no community. 
Community depends on shared experience and emotion, the communication 
enters into and clarifies the sharing” (1962: pl56).
The TCC employed 400 staff. This included full time, part time and temporary 
workers recruited through agencies brought into help the business cope with 
fluctuations in call traffic and headcount requirements. As the data extract presented 
in Chapter 4 revealed management hoped employing a representative would assist in 
improving staff communications, however the ability of one person to affect what 
appears to be a systemic issue within the organisation could be limited. No evidence 
presented suggested that the communication needs of these different groupings had 
been adequately considered. Poor communication is frequently highlighted in the call
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centre literature. One example is Gollan’s (2004) research at Eurotunnel’s call centre 
in the UK using case study analysis. During 1998 -  2002 Gollan’s study found 
seventy-six percent of employees were not satisfied with the amount of information 
they received from management while 90 per cent expressed dissatisfaction with the 
timing of the information given.
1.1.3 Span of control: the number o f  people reporting to one superior must not be 
so large that it creates problems o f  communication and co-ordination, Morgan 
(1986: p29), (Relevant to Research Aims 2 and 3).
Numbers of direct reports to each team leader averaged from 6:1 at the UCC to 10:1 
at the TCC. These are within ‘good practice’ call centre development model 
guidelines from Merchant’s (1998) presented in Chapter 2. The size of the span of 
control for the University team-leaders seemed manageable based on the researcher’s 
work experience. There were no reports from staff or managers that co-ordination 
due to team size was problematic at the UCC. At the TCC, some actors thought the 
group size too large, (see below). However, communication problems were reported 
from staff with team leaders at both locations and explicit links were revealed with 
perceptions of self-motivation. At the UCC, one actor said:
“It would be great if someone took an interest. I’d be more motivated if I had 
someone to say, this is what I’m doing, isn’t it great!” (UC05)
Above the actor voices a clear link between her perceived non-recognition and her 
lack of motivation. From a psychosocial perspective an absence of recognition can be 
experienced and interpreted in many ways by an employee, from a denial of identity 
and self worth to justification for withdrawal of effort culminating in leaving the job. 
To counter these negative outcomes most mainstream management training 
programmes advocate giving praise as a basic tool for encouraging and rewarding 
effort and productivity.
The same actor felt the onus was upon her to initiate communication with their team 
leader, for example:
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"You have to ask them to talk to them, not everyone but the majority of 
them” (UC05).
To the degree the actor perceives having a choice in whether she communicates is not 
clear. The sense is that she is obliged to choose to ask for help in order to fulfil task 
requirements and does so despite a preference and expectation that she should be the 
recipient of communication from her manager. This act, viewed objectively, as an 
isolated incident does not appear unreasonable however when viewed in the context 
of an ongoing communication process, that is clustered with other negative 
perceptions and attitudes, the one-sided nature of it takes on a larger symbolic 
meaning.
The action of asking but not being supported is shown at the second site:
"You ask for something and even if the team leader can’t help, you expect 
them to come back to you and say we T1 see what we can do (without that 
training). That’s what I’ve done when I’ve looked after a team. But some team 
leaders appear to just blatantly ignore them (the CSA’s); they don’t support 
them at all. I don’t know if they’re on some power craze or what?” (TC12).
The extent to which the team leaders at the Telecoms centre were able to spend time 
with their teams was an issue. The researcher was told they were given project work 
to do in addition to a wide remit within their job descriptions. This view was 
reinforced by some of the actor’s comments. For example:
“They’re looking after 10-12 people, sometimes more. It’s very difficult to 
gauge each individual’s performance. Maybe if the pressure was released 
from them they could concentrate on what they were supposed to do, like 
leading the team” (TC09).
The theme of team leaders having to respond to conflicting work pressures, is 
explored in the emergent category ‘Limited options’ shown in figure 5.2b. This 
category was found to contain salient perceptions that contributed to a perception of 
powerlessness. Powerlessness can be understood as a real or imagined inability to 
respond at a particular time, in a specific scenario.
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An unanticipated outcome of this research was the discovery of the perceived lack of 
product knowledge held at supervisory level. Similarities emerged regarding team 
leaders’ lack of detailed product and technical knowledge at the University and 
Telecommunications centres. The consequence of this appeared to be intensification 
in negative staff perceptions of team leaders with the cause of unreasonable demands 
attributed to lack of knowledge of the job. Advisors were damming with faint praise 
when discussing their managers as shown below:
“They (new team leaders) have never done the work so it’s easy to say get this 
or that done. They can probably manage the people saying: you’re late or 
something, but regarding the actual product they have to go somewhere else” 
(UC03).
Another actor goes further:
“If I asked to raise a C3 (form) and spoke a bit of jargon she wouldn’t have a 
clue. I could be telling them a load of rubbish but they wouldn’t know any 
better! It’s a shame because you turn to them for help and they’ll be there but 
they can’t help mentally. They don’t have the knowledge” (TO 13).
One manager admitted that he liked to know what the advisers were doing:
“I feel more confident if I know what they are doing. I like it to be seen I can 
take onboard the new technology and skill set” (TCI 1).
In reading this last statement the researcher had a sense of interdependency between 
the feelings of confidence experienced by the actor regarding their knowledge and 
skills and an awareness of how their behaviour may be interpreted by others. In SI 
terms, the manager appears to be managing the ‘working consensus’ of how he is 
defined by his audience (Goffman 1959: plO). This assertion is supported when 
contrasted with the earlier reported perceptions of advisors regarding the technical 
competence of their managers.
From the call centre literature, Seddon (2003) gives a practical perspective stating:
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“The job of the team leader is to lead and to do that they should also be 
capable of taking calls” (2003: pi 30).
Taking calls may be perceived as a demonstration of proficiency but advisors may not 
always want it. Team leaders were expected by advisors to be knowledgeable enough 
to advise them regarding product information and the production process. Taking 
over the call, as in an escalation scenario, although possibly offering a short-term 
solution can be disempowering from the perspective of developing the advisor’s 
capabilities and self-confidence.
At the TCC there is a sense of power play between staff and management based on 
control of knowledge and information. The manager quoted above could reinforce his 
authority to control by showing his staff he was as capable as them. An absence of 
technical knowledge may negatively impact upon the manager’s credibility in his own 
eyes as well as how he believed his staff perceived him. His ability to measure the 
work process and outputs were also compromised. This self and group perception 
was likely to be compounded by the nature of his work, which involved helping 
resolve technical queries raised by the customer in ‘real-time’. There is a strong 
possibility of additional interpersonal pressure as both manager and adviser seek to 
manage their relationship and comply with predetermined bureaucratic and customer 
orientated protocols.
Legitimacy has been noted in the literature as a form of social approval that is 
essential for stabilising power relations, and arises when people recognise that a 
person has a right to rule some area of human life, and where the ruled consider it 
their duty to obey, (Weber in Morgan 1986: pl59).
Mechanistic organisational design is not known for encouraging initiative. It seeks 
compliance and resists challenges and questions from those employed within it. 
Morgan ( 1986) states:
“People in a bureaucracy who question the wisdom of conventional practice 
are viewed more often than not as troublemakers. Therefore apathy often 
reigns, as people learn to feel powerless about problems which collectively 
they understand and ultimately have the power to solve, (1986: p37).
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This learned passivity is supported by the researcher’s own observations and 
experience of major corporate environments. In this study, one actor indicated the 
practical implications of passivity as a group experience through the simple statement: 
"we don’t question enough” (TCI 1).
Evidence suggests that some team managers were responsible for staff carrying out 
work they themselves did not understand and were unable to solve their team’s 
customer problems.
The introduction of new technology brought additional misunderstandings with 
customer issues that all were unsure of. As these centres were open plan 
environments it is probable that any communication between team leader and advisor 
would be overheard by team members who were not talking with a customer on the 
‘phone. It is plausible that questions raised by staff to team leaders could be 
experienced as something else to deal with and unwelcome opportunities that revealed 
them lacking in knowledge; a source of potential embarrassment and hard won loss of 
status. The team leaders inability to provide a solution would be witnessed and most 
likely commented on by their team. This is likely to undermine trust and confidence 
in the team leader. The researchers experience suggests it is plausible that front line 
staff may feel surprised, angry, frustrated and disillusioned when they realise they are 
unable to obtain help from their direct manager, the same authority who has 
admonished them for unsatisfactory time keeping or non-adherence to work targets. 
However, the degree to which any aggression felt by the advisors can be expressed 
directly at work is limited and therefore expression is constrained. Suppressed anger 
can lead to demonstrations of passive aggressive behaviour. Employed by the 
individual as a defence mechanism this behaviour may not always be fully conscious 
or acknowledged.
There was evidence of suppressed aggression from staff to team leaders that could 
erupt into confrontation. One actor disclosed:
“we call them (the team leaders) names behind their backs and even to their 
faces” (TC12).
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Resentment is used to describe a feeling of anger, indignation or extreme displeasure, 
typically attributed to a real or imagined grievance or insult. Apathy is commonly 
associated with a lack of interest, intellect and a lowering of motivation. The 
researcher postulates that attitudes based on apathy and resentment may have arisen 
when the advisers realised they would not be receiving much sought assistance.
There is evidence within section 5.3 ‘Interview with Stuart’ above that resignation as 
an attitude was evident. It is plausible that resignation could be the resultant attitude 
of long-term denial of needs of advisors by their managers.
Viewing this issue from a managerial perspective a possible coping strategy of the 
team leaders, to compensate for their lack of product knowledge, could be to manage 
the team whilst minimising situations for direct contact, where they might be found 
wanting by staff. This could give them the appearance of being remote to the advisers 
who said they had to talk to them, were ignored or thought they were having power 
asserted over them.
Given these interpersonal dynamics it is likely that staff productivity and morale was 
not as high as it could be if more effective leadership was provided. Discussing teams 
from the world of animals Adair (1986) points out:
“Studies of dog teams show that Siberian huskies can reach and sustain a 
speed of about 20 mph provided they have a good lead dog. That is a parable, 
if you like, for human teams” (1986: p i 17).
A lack of leadership demonstrated by the team leaders is not likely to inspire their 
teams to high levels of productivity. Uncertainty, hesitation and avoidance based 
behaviours in the responses of team managers are likely to encourage a fearful 
environment focused on individual survival or self-preservation. From an SI 
perspective, a possible cause of this, applied to the data could be the advisors 
unconsciously taking ‘the role of the other’ by taking on and emulating the team 
leader’s approach to reality and their corresponding emotional component. It is also 
possible that a more self-aware person might react differently; a number of 
possibilities exist. They could recognise and understand the team leaders feelings of 
being threatened and reject them, confront the team leader or their fears or become
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distressed. However, given the power imbalance and poor communication in the call 
centre scenario a significant degree of courage and self-awareness would be needed 
by an adviser to challenge the status quo.
Another source of pressure in call centre working, discussed in Chapter 2 (Taylor and 
Bain 2001) were unhappy customers. Actors’ accounts at the TCC indicated that 
staff suffered verbal abuse from unhappy customers whose service expectations were 
not met. The language used in the extracts below convey a sense of the advisers 
experience. For example, one actor reported “I had a screaming customer on the 
phone because we’d messed up his billing” (TCI3).
Another said:
“the calls are coming through and customers are asking about the products. 
The advisors don’t know anything about them and they have to work around 
it. These customers are shouting at them because they’re expecting a good 
service. That is what we promote and they can’t give it so they get stressed 
and they’ll go off sick with stress or just leave” (TCI 2).
These are likely to have been times of acute difficulty for advisors, and experienced 
as a crisis of ability and lowering of morale. Morale is used as a term to describe the 
capacity of a group or community to maintain its belief in itself (Hinshelwood 1987: 
p i26). The TCC group morale was said to be low. The inability to achieve the work 
task, and feelings about its unattainability, appeared to have a profoundly negative 
effect on workers. Further evidence from the literature to support this is provided by 
Menzies (1979) who says:
“Unless the members of the institution know what it is they are supposed to be 
doing, there is little hope of their doing it effectively and getting adequate 
satisfaction in doing so. Lack of such definition is likely to lead to personal 
confusion in the members of the institution, to inter-personal and inter-group 
conflict and to other undesirable institutional phenomena” (1979:pl97).
From a commercial perspective, focusing on quality of service management these 
customer events are of considerable importance to the organisation. Porter, director 
of customer service quality assurance for British Airways, quoted by Albrecht et al 
(1985) states:
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“If you’re a service person, and you get it wrong in the customer’s chain of 
experience, you are very likely erasing from the customer’s mind all the 
memories of the good treatment he or she may have had up until you. But if 
you get it right, you have a chance to undo all the wrongs that may have 
happened before the customer got to you. You really are the moment of truth” 
(1985: p32).
Given the nature of call centre training, which tends to focus on ‘customer as self,’ it 
is likely that frontline staff would be aware of their responsibility in ensuring 
customer satisfaction. This is supported by data from the UCC, where staff were said 
to “put pressure on themselves” (UC03). Although high in task significance, which 
according to Hackman & Oldham (1980) is the extent to which a job has an impact on 
other people, (and is instrumental to an employee’s experience of motivation and 
satisfaction), it is conceivable that younger team leaders would experience these 
instances where they were unsupported and working in relative emotional isolation.
Evidence is provided from the literature on how crisis task attitudes can become 
pervasive in a work environment. Heron (1990) in discussing team dynamics states: 
“In task terms, crisis task attitudes distort non-critical service tasks, 
development tasks, personnel and welfare tasks. Decision making is in the 
hierarchical mode, without any prior consultation, in which strong central 
command is carried too far...dominant command may be unawarely and 
inappropriately transferred to non-critical service and other tasks -  where its 
habits of mind and forms of social control are restrictive and counter­
productive” (1990: p26).
This suggests that those in authority, managing the external and internal influences for 
customers whilst dealing with less than perfect technology in-house, poor training and 
poor communication of the directors and managers may have their attitudes shaped by 
the resultant crises, becoming less able to relate in an empathetic way to those they 
manage.
In discussing the effect of pathological motives on power and control, Heron (1990) 
continues:
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“when power and control are distorted into autocratic forms, under the 
influence of crisis tasks, they also become prey to the influence of 
pathological motives. The compulsion unawarely to act out repressed pain in 
oppressor and victim roles can readily further distort the exercise of dominant 
command. Those who command can become compulsively oppressive; those 
who obey may slip into old victim scripts. The autocracy starts to become 
irrational, and severely distorted”, (1990:p26).
These difficulties can undermine an organisation’s ability to meet its stated primary 
objective, to serve the customer and its ability to identify, analyse and solve work 
related problems. This was compounded at the TCC where the rapid change in staff 
roles was perceived as the cause of process information being stored in the memories 
of those doing the job, unavailable for scrutiny or correction.
Frontline staff can be a vital source of market intelligence, passing on customer 
feedback, trends and perceptions. The team leaders in this study are unlikely to 
receive full feedback from their advisors. This could be because resigned to a lack of 
support and distrusting their communication will be acted upon, they may fail to 
communicate ‘live’ issues, preventing the organisation from formulating appropriate 
responses to customer concerns. It is plausible that the career system may also suffer 
as people hold back their input.
The data above suggests that such issues may contribute to staff attrition. Actors may 
conclude the challenges attached to their own role or of those attached to the team- 
leader are disproportionately high and seek less demanding work elsewhere.
A signal may be being unintentionally sent to staff that as you rise in the hierarchy 
you are unsupported and that no one in senior management appears to be aware or 
care. This may not deter all staff however as Robson (1988) reminds us:
“middle managers have traditionally spent their working lives devising 
strategies for survival in hierarchical organisations” (1988: p i79).
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1.1.4 Staff and line authority: staff personnel can provide valuable advisory 
services, but must be careful not to violate line authority. Morgan (1986:p29),
(Relevant to Research Aim 3).
Third parties at both sites liaised with the advisers, such as department heads, 
personnel, trainers or marketing specialists; however, their contact with the staff was 
more fleeting. Individual autonomy was found to be valued. One team leader said:
“As team leaders we try and sing from the same hymn sheet because it’s not 
fair for one team to make decisions on behalf of another. So we have to work 
within the same goal. But ultimately my style is my own.”
She continued:
“There is nobody on high dictating how we should do things; we’ve got total 
autonomy for the things we come up with. If I wanted to do something like 
running a targeted sales campaign with prizes I could” (UC04).
The researcher suggests having Total autonomy’ is unlikely to be a literal description 
of employment conditions but indicates the perception of having relative freedom to 
work unhindered, providing her actions fall within predetermined parameters. It may 
also reflect the desire of the manager to have autonomy in how they perform their 
role. This later observation is supported by the literature, discussed in Chapter two, 
section 2.2.11 where Knights & McCabe (2003) point out giving staff greater 
responsibility and autonomy is welcomed as confirmation of an adult identity.
Morgan (1986) states:
“The quest for autonomy - by individuals, groups or even departments -  is a 
powerful feature of organisational life, because many people like to be in full 
control of their life space. Groups and departments also often engage in what 
sociologist Erving Goffman has described as “avoidance rituals” steering clear 
of issues and potential problems that will threaten their independence” (1986: 
pl70).
Within the call centre literature, autonomy is synonymous with CSR discretion as a 
degree of latitude in decision-making and a component of ‘empowerment’ typically 
found in ‘new service management literature’ (Korczynski 2002) and high value/high 
commitment customer/employee work environments (Thompson 2002) Professional 
Services Model, (Batt 2002).
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1.1.5 Initiative: to be encouraged at all levels o f  the organisation, (Relevant to 
Research Aims 2 and 3).
Managers reported mixed abilities of staff to show initiative. For example "Some 
(staff) are unable to think for themselves” whilst others "receive a loose rein and then 
they go off and do some really good stuff’ (TC07). This raised questions regarding 
both the recruitment process and the nature of the work undertaken by the advisers. 
Were staff recruited for their ability to think? To what extent were staff able to show 
initiative within their role, given the way the work was organised? In the above 
extract the use of the word ‘rein’ suggested a possible indicator of the desire to 
control the worker relationship.
Within the call centre, showing initiative can take a number of forms. For example - 
improving a work process, helping a customer or securing a promotion. Both 
locations had a small number of actors who had risen from agent to manager. This 
was a source of individual pride, for example: “I’m sort of living proof that you can 
remain in the call centre for a period of time, move on and have opportunities through 
that” (UC05). Another manager stated: "It’s a wonderful place for people who’ve got 
drive and personal ambition. You can make your own opportunities within the 
business” (TCI 0).
The manager above reported how she had identified a need for a role, written a 
proposal to her boss, been interviewed, assessed and secured the role. She believed 
that: "staff could choose to stay stagnant or not”.
The use of the word ‘stagnant’ conjured up images of lifeless water. Its use prompted 
me to wonder if the manager perceived her reports as lacking in energy at work or if 
was she referring only to their intellectual engagement with creating a promotion for 
themselves. To what degree were agents able to rise up from this state? From a 
functional perspective it would be possible for some to progress above the role of 
advisor but this could not be available to all as the organisational structures had 
limited roles. This short supply is likely to increase competition for whatever position 
might be available. The themes of strong individual motivation, choice and taking
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greater responsibility for ones future became pronounced in the researcher’s 
awareness.
An interesting paradox exists in some call centres in that management can ask for the 
expression of initiative, however, the nature of the work is low discretion, routinised 
customer service, which precludes it. When staff are consistently involved in routine 
information provision a common complaint is that the work is monotonous or boring. 
Both centres had social and business objectives in developing the participation of 
adults in career and learning opportunities, but staff was still subject to these 
pressures.
Houlihans, (2004) research into tensions and variations in call centre management 
strategies uses empirical data from four British call centres to examine, what she 
terms ‘low discretion - high commitment’ (LDCH) human resource management 
practices in action. One of the four call centres. Education Line (EL), a provider of 
career advice and training courses created and used opportunities for CSR 
involvement. Houihan (2004) states
“some characteristics made EL distinctive. These included a straightforward 
commitment philosophy and a work design that was, as far as possible, consciously 
enabling” (2004: p96). However, she continues: “at their heart, LDHC approaches are 
underpinned by a series of conflicts; treating people as machines, while espousing that 
they are ‘valued’; wanting control, while seeking contained initiative and flexibility; 
espousing an atmosphere of trust, while utilising technologies of distrust. As a result, 
CSRs are left to absorb the contradictions and tensions, struggling to balance their 
own needs, and the demands their organisation places on them, after Leidner, (1993), 
Korczynski (2001).
1.1.6 Division of work: management should aim to achieve a degree o f  
specialisation designed to achieve the goal o f  the organisation in an efficient 
manner. Morgan (1986:p29), (Relevant to Research Aims 2, 3 and 4).
There was evidence at both sites of role specialisation. At the TCC the way the work 
was divided between roles was problematic for advisers and customers. Not 
understanding other department’s targets and incentives were cited as an issue. One
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actor experienced himself “fighting credit controllers who try to put an account into 
query so that they don’t have to chase the debt” (TCI 1). Other examples were when 
customers queried the bill. The actor continued:
“We need to verify the information so we’d send a request to another 
department for a copy of the customer contract. We can’t start work until 
we’ve got that. Very often the response will be, Tove to help but am really 
busy, it will be a few days’. You can lose 5 days on a target of 30 days to 
resolve the query, just waiting for someone to send a copy of the contract. So 
the pressure is then on the agent, only 25 days left to complete the query” 
(TC11).
At the UCC, for some, clearing the backlog of administrative work, which they were 
monitored on, made receiving incoming calls from customers ‘annoying’. They 
wanted to finish the work but recognised they had to give priority to incoming calls, 
(UC03).
Adam Smiths (1776) famous description of the minute division of tasks and jobs in a 
pin factory is frequently used as an early example of the basis of division of labour. 
Classical and scientific management principles, highlighted in the literature review, 
both share the aim of maximising the efficiency of task completion. These principles 
separate out decision-making from work and are the foundations of command and 
control management. It is accepted by many that these management methods solved 
issues in their time but the wholesale importation of all of their precepts without 
examination into current call working practices is problematic.
In call centre work the division of labour is obliged to consider the contractual, 
emotional and social needs of its customers. The latter two cannot be so neatly 
prescribed by management.
Most organisations espouse that their primary aims involve serving the customer, as 
were voiced by the actors below. However, a contradiction appears when work 
processes and staff behaviour determines otherwise. This appeared to be the case at 
the TCC, as one actor cited:
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“Communication is supposed to be our lifeblood and we’re absolutely lousy at 
it. There’s constant change and change is a good thing but when you’re 
constantly changing sites and processes things don’t move quickly. We may 
end up with a block of customers coming into us that used to go somewhere 
else and the information about those customers is never handed over” (TCI2).
Another actor said:
“We need to improve communication between departments, customers get 
passed round and round between tiers. It needs someone to say: Ok it’s not 
me that deals with it but I find out who is and get that person to call the 
customer back” (TCI3).
More data supported this view:
“More ownership from staff would help, particularly since the new customer 
tiers there’s a danger of a ‘transfer culture’ happening. You are tier 2 ,1 am tier 
1 so I’ll transfer you, rather than helping them (the customer) as far as 
possible” (TCI 1).
Work was passed from department to department if an adviser was scared of dealing 
with it, as with Government departments or doctors, (TCI3).
From the literature, DuPuy (1999) describes a customer journey in a bureaucracy:
“The customer has to follow a complex process of rules and procedures, 
running from one place to the next, all because the system was not designed 
for the customer’s convenience, but for the bureaucrats who have certain tasks 
to do. The key symbolic word in the Kafkaseque world of bureaucracies 
might well be ‘file’ : T have your file’ ’your file is incomplete’ : ‘your file was 
not sent over to me’ and so on” (1999: p56).
1.1.7 Authority and responsibility: attention should be paid to the right to give 
orders and to exact obedience; an appropriate balance between authority and 
responsibility should be achieved. I t is meaningless to make someone responsible
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fo r  work i f  they are not given appropriate authority to execute that responsibility. 
Morgan (1986:p29), (Relevant to Research Aim 2).
At the TCC changes to the company’s services, products and customer tiers, meant 
that agent’s authority levels were no longer useful. For example: agents who had been 
able to issue a £50.00 a month credit, based on transactions with residential 
customers, were now dealing with business customers where millions of pounds were 
billed annually. The reorganisation of work groups and customers increased the 
likelihood of staff making mistakes, as they were unfamiliar with the systems and 
procedures. This produced a dilemma for managers in that they recognised they had to 
give staff the opportunities to make mistakes which might impact negatively upon 
them. One said:
“You have to say, OK we trust you, and if you screw up then I’ll have to deal with 
that”. (TCI 1) Trusting staff not to abuse their new authorities and give financial 
credits to friends was also raised as a concern.
Fisher (2004) et al state:
“it is the demand of contact centre managers for control and uniformity on 
one hand, and their desire for quality interactions based on variability and 
adaptability on the other that is the central paradox faced by today’s contact 
centres.”
They continue:
“The mass production model -  based on management control and employee 
compliance -  is inappropriate for any organisation that wants to provide value 
added-services and high quality customer interactions through its contact 
centres. Such services depend upon employees having skill, initiative and 
discretion when dealing with customers” (2004: p4).
The use of the word discretion, as discussed, implies choice in how to manage 
customer situations and a sense of responsibility inherent in securing a positive 
outcome. Delegating authority and responsibility to the frontline role were clearly 
identified as important factors from a management perspective. From the data, the 
use of active language that denoted intentionality was noted as a guide to when 
responsibility had been assumed. For example, T will... I have... I regularly... were
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indicators of the actor perceiving themselves taking action towards achieving a 
positive outcome. Responsibility was identified as a positive factor for managers and 
staff alike.
1.1.8 Centralisation (of authority): always present in some degree, this must vary 
to optimise the use o f  faculties o f  personnel Morgan (p29:1986), (Relevant to 
Research Aims 2, 3, 5 and 6).
Mahoney and Watson (1993) identify three forms of workplace governance. The 
first, the authoritarian form assumes adversarial relationships, centralised decision­
making and is characterised by a lack of trust and no performance beyond contract. 
This type of governance has mixed reports for staff satisfaction and economic 
outcomes, (see Guest and Hoque, (1994), for poor examples or Guest and Conway 
(1999) for more favourable reports).
Mahoney and Watsons (1993) second type of relationship is defined as collective 
bargaining, where major aspects of the employment relationship are negotiated 4en 
masse,’ often with the participation of unions. There was no evidence offered of this 
taking place.
The third form of governance is employee involvement, with direct participation as a 
central element. Mahoney and Watson (1993) argue enhanced perceptions of 
distributive justice will result from an increase in procedural justice and the 
reciprocity of trust and discretion will create a social exchange of obligations far in 
excess of those in the economic exchange.
Issues of trust and performance were raised at both sites. Extracts from the TCC are 
quoted above, (see authority and responsibility). Other content from the UCC was 
removed at the actor’s request.
Management at the TCC had attempted to reverse individual employee responses of 
withdrawal, such as absenteeism and turnover by involving staff in decision-making 
in 4improvement clubs’ and 4choosing new furniture.’ These initiatives were not 
perceived by all as a major change. One actor said:
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"People feel like they just want to come in, do the job and go home. That’s all 
want to do. They want their breaks and their full lunch. There is never going to 
be any ‘go that extra mile’ because its all been take, take, take from them by 
the company, no give, that’s how they feel” (TC08).
From the literature, Purcell et al, (2003) note a decline in ‘organisation citizenship 
behaviour’ (OCB) can be linked to a breach in the psychological contract between 
employee and boss (2003: p2).
This actor continued:
“I look around and think they’re (CSAs) not getting the support they should. If 
they did feel they were getting the support then maybe they would put that 
little extra in and the level of service would be higher” (TC08).
Advisors put forward their ideas for improvements locally via a work stream called 
ASC. However, there was cynicism regarding management’s likelihood of acting 
upon them. For example:
“People can put forward their ideas and management will listen, doubt if 
they’ll take them up but they will listen” (TC09).
1.1 9 Discipline: obedience, application, energy, behaviour, and outward marks o f  
respect in accordance with agreed rules and customs. Morgan (p29:1986),
(Relevant to Research Aims 2 and 3).
At the TCC the pressure of targets were said to cascade down line with agents 
ultimately required to achieve them, for example:
“Your senior managers are given targets, it goes down to the team leaders and 
they put it on the agents. It’s all the same, muck only rolls one way and it 
always goes down and it lands on the agents because they’re at the bottom so 
they get it all” (TC08).
Agents reported that they had service levels and targets repeatedly told to them, 
regardless of whether they knew them. Because the team leaders were responsible for
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achieving the performance targets when these were not being achieved they would 
panic and transfer their anxiety to the agents.
One agent said:
“We get team leaders running around the call centre like headless chickens 
shouting all of the time, ‘we’ve got calls queuing, we’ve got calls queuing!’
We can see there are calls queuing; we are doing the best we can under the 
circumstances. We don’t need it throwing down our necks” (TC08).
From the data above this is a clear illustration of conflicting priorities. The CSAs are 
seen attempting to serve the customer and placate their team leaders, in effect 
responding to the dual demands of ‘two bosses,’ (after Korcznski 2002). The team 
leaders pursue the attainment of metrics as indicators of serving the customer, and in 
doing so put additional pressure upon the agents, (who are already serving a 
customer) to end their call and answer another. For the agent, this is likely to be 
percieved as acute pressure and lead to incongruence between feeling and action, an 
emotional dissonance, where they have to portray different emotions to what they 
feel. According to Ashford & Humphrey, (1993) this can lead to lowered self-esteem, 
depression and alienation from work. Self Alienation may also result when the worker 
ceases to recognise or even feel authentic emotions.
From the call centre literature, Bain and Taylor (2001) discussed in Chapter 2, found 
the requirement to be continuously achieving targets in call centres to be the highest 
concern in contributing to feeling pressured at work. They also concluded that it was 
so much a part of the organisational context that it was unlikely to change. (2001:
p!18).
The researchers own perceptions of working in a heavily targeted call centre 
environment was that the pressure of serving both customer and organisation, 
(personified by the physical presence of the manager) did exist but was mitigated by 
the experience of peer and team leader support and the achievement of self set goals. 
This is clearly not the perception of many frontline staff interviewed at the TCC who 
appear to be left to make sense of their conflicting work conditions and survive their 
targets. From the data, TCC staff shortages at peak call traffic times accentuated the 
pressure upon the agent and the absence of effective team leader support.
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1.1.10 Subordination of individual interest to general interest: through firmness, 
example, fair agreements, and constant supervision Morgan (1986: p29),
(Relevant to Research Aims 2 and 3).
In the UCC key statistics were displayed to staff on a whiteboard. These included: 
incoming calls regarding degrees, brochure requests and abandoned calls. It was 
updated on a daily basis.
Managers were said to monitor eight calls per agent per month. This involved 
listening to the calls from a remote workstation away from the adviser. Monitoring 
was done silently so the advisor was unaware the call was being listened to. The calls 
were selected randomly. Calls could be taped and played back to the agent to identify 
positive and negative aspects, (UC04) (UC06).
There was an acknowledgement that continual monitoring of staff work and targets 
sent a message from management to staff that they were not trusted to do the job. 
However managers perceived themselves obliged to continue and hoped a solution 
would arise to the dilemma they found themselves perpetuating. As one actor said
“It’s finding the balance between constant monitoring of performance 
indicators and saying you’re an adult” (TCI 1).
As discussed in Chapter 2, the literature reports mixed staff reactions to being 
monitored. It has been of concern to theorists and the Health and Safety Executive 
(2003) identified call handlers who had their performance measured either constantly 
or rarely as reporting poorer well-being. Moderate levels of monitoring were found 
best for call handling well being (2003: p 33). Bain & Taylor (2001) in examining the 
importance of aspects of work contributing to the experience of being pressured upon 
call centre workers found ‘having my calls taped’ was an issue for 30% of 
respondents, (Chapter two). In my own experience as a consultant call monitoring 
was mostly accepted as part of call centre working. Data from the field in this study 
supports this. One actor said:
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“you just get on with it, it doesn’t matter, it’s no big deal, and nobody’s going 
to say anything. Some people don’t like or agree with it, they think its big 
brother watching. It is the way the world is now. If you are walking in the city 
centre you are watched on camera” (TCI2).
Knights and Odith (2002) take the view that call monitoring is accepted by call 
handlers as part of their own willing self-subjugation (2002: p i 60).
The researcher argues that it may not be monitoring as an activity that staff find 
objectionable but more the organisational context and culture in which it is introduced 
and therefore the manner in which it is implemented, that could be linked to negative 
attitudes and perceptions. As seen above, the lack of team leader feedback is clearly 
evident in the telling comment that no one will say anything. To have a performance 
optimisation system in place that is deemed insignificant by staff is likely to be 
regarded as a failing from a HRM perspective. From the literature, Shellabear (2005), 
published elsewhere, contrasts Taylor’s principles of scientific management with the 
elements likely to be found in an ideal performance management system. He points 
out:
“an initial comparison shows the process of planning, acting, measuring and 
reviewing performance is similar. The differences may be the orientation of 
those involved and the opportunities for open and constructive dialogue to 
take place” (2005: p49).
The use of the term ‘performance management’ is open to interpretation in the 
call centre industry. In the researcher’s experience many call centres use it as a 
term to describe monitoring a staff member’s performance with the aim of 
fulfilling the statutory legal requirements to have them dismissed.
1.1.11 Equity: based on kindness and justice, to encourage personnel in their 
duties; and fa ir  remuneration that encourages morale yet does not lead to 
overpayment. Morgan (1986: p29), (Relevant to Research Aim 2).
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Incomes data services (2001) shows that at the time the data was collected a typical 
pay scale for a customer service adviser started at £11,200.00, had a midpoint of 
£13,000, and a maximum of £15,000 per annum.
At the UCC: Salary was £12,040 - £13, 938 per annum for a CSA. Some managers 
experienced getting ‘the right people a challenge.’ They believed staff were underpaid 
which made the call centre ‘uncompetitive’ in the job market,’ (UC04/UC02).
At the TCC: Starting salary was £13,250.00 per annum. -  ‘After six months you can 
be earning £15,000.00, so for call centre work that is very, very well paid” (TC08).
For the previous seven years staff had received a salary increase each year. (Call 
centre salary levels are discussed further in section 1.4.3. Call and Contact Centres as 
Major Employers.)
Holman and Woods (2001) survey of 142 call centres, mostly (CCA) members found 
that about 70% of call centres benchmarked their pay rates with competitors. About 
half of all call centres see their pay rates as being comparable to competitors, and 42% 
see pay rates as being comparable to local companies. However, while 30% see their 
rates of pay as being higher than competitors and 42% see pay rates as being higher 
than local companies, only 15% see their rates as being lower than competitors or 
local companies. They concluded:
“This may indicate that call centres have to pay slightly better than local 
companies to attract staff and is consistent with an earlier CCA report that 
showed that the majority of call centres view pay and reward practices as the 
main means by which to retain staff’ (2001: p i2).
Here resides an interesting scenario, as discussed in Chapter 1, if 42% of call centres 
perceive themselves paying better than local companies, yet call centres have higher 
staff turnover and absenteeism than local companies then unless those staff who leave 
are drawn from the 58% who pay less, pay and rewards are clearly insufficient 
devices to retain staff. Another possibility exists however, which is that those call 
centres who perceive themselves as paying better actually pay less than local 
companies.
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1.1.12 Stability of tenure of personnel: to facilitate the development o f  abilities 
Morgan (1986: p29), (Relevant to Research Aims 2 and 3).
At the UCC the attrition rate was reported to be around 20%, however, this included 
advisers who moved into other areas or were retained because they took a university 
course (UC01).
At the UCC some team leaders were not viewed as proactively developing their staff. 
It was reported that no development programme was in place and consequently no 
discussions regarding expectations or desires occurred (UC05).
Conflicting beliefs existed about the attrition rate at the TCC. Some staff thought it 
had been 30% the previous year and was now between 15-20% (TC07). Attrition for 
some meant people leaving the company rather than moving internally to another 
position. Enterprise markets, where the top customer accounts were serviced was seen 
as a job to aspire to, as was account and service management and marketing.
Different parts of the Telecoms business including other call centres were believed to 
have turnover rates of 50%. Staff thought these rates were factored in to management 
calculations. Others believed it to be below 4% for customer service advisers and 
team leaders. There had been a freeze on headcount increase for some time so no new 
staff had been taken on that year. Staff were shocked at the number of staff who left 
and blamed the company for what they perceived as high attrition rates -  150 new 
inductees leaving over a six-month period and the accompanying costs of employing 
and training them for the period, (TC08).
Once the initial 6-month period had elapsed length of service was reported as usually 
one year with nine years as longest length of service, (TC07).
Some managers saw themselves as key to encouraging staff to develop (TC07). 
Others felt frustrated with the number of changes and the impact they had on 
developing staff:
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“from a management point of view it’s extremely difficult because you can’t 
follow anything through. We pride ourselves on developing people here and 
we are pretty good at it most of the time. But, you could sit down with 
someone formulate their personal development plan and really start working 
hard with them on it and then they are off into someone else’s team and you 
have to start again with someone else”.
A review of the Personal Development Plans at the TCC for April 2001 -  
March 2002 asked the following questions:
1. What do you, or others, identify as your personal strengths and attributes?
2. What areas do you need to develop to meet your current job objectives?
3. What are your longer-term career aspirations or goals?
4. What areas do you need to develop to meet your longer-term career 
aspirations or goals?
The final page -  The Development Plan - had the following headings: 
Development objectives. Development actions, Time scales & Date achieved.
It stated that the plan could include work-based activities, projects, team development 
activities, e-leaming, instructor led courses, and other methods.
As evidenced from the data, although useful in concept, due to the constant moving of 
staff from role to role, high staff attrition and lack of managerial attention, files could 
be lost and disciplinary procedures were not followed through.
One positive aspect of the changes had been so many rotations of staff that they were 
now well know to each other, (TCI2).
1.1.13 Esprit de corps: to facilitate harmony as a basis o f  strength Morgan (1989: 
p29), (Relevant to Research Aims 2, 3 and 5).
At the TCC, the need to improve how people felt about their work was recognised by 
one manager (TC07). She confirmed that the changes had been huge throughout the 
business with teams, departments and activities all changing. She was concerned that
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in parallel to planned redundancies as part of organised process changes many staff 
might be considering leaving.
Social relationships were perceived as very important to advisors and a factor that 
influenced their decision to continue working. “One of the reasons people don’t leave 
is because they have a lot of friends. They don’t want to leave the social life so they 
put up with things.. .(TC07).
The manager reported that management were attempting to rebuild staff motivation 
and loyalty. An initiative to gain the support of staff had been launched. It involved 
five different ‘clubs’; each sponsored by a manager. These were: ‘fun’, ‘culture’, 
‘health’, ‘process’ and ‘skills’. One actor reported: “the intention was that each club 
would be run by the advisors who would get team leaders involved and improve life 
at the contact centre” (TC07). She continued: “the aim was to encourage a flow of 
ideas that was two -way, rather than continual instructions and mandates from 
managers” (TC07).
There was a view that the clubs, despite employee involvement were limited in their 
control and influence. One actor said: “everyone involved with the clubs is really 
nice, positive and committed and that they had achieved quite a lot, but at the end of 
the day management have the ultimate decision, quite rightly I suppose, and if they 
don’t like it they wont do it” (TCI3).
The move to the new offices had provided the opportunity for staff to be involved in 
choosing new furniture with comfortable chairs ordered. (TCI 1).
At the UCC, furniture and the layout of the work area was experienced as important. 
One manager said: “I think we should get new desks, I can’t speak to half of my team 
easily because the desks are like a row of houses. I want proper call centre furniture” 
(UC04). Staff was involved in selecting new furniture.
The use of these principles to analyse the data suggests there may be areas of 
organisation within each centre that are operating through a command and control 
management approach. The evidence also suggests unfulfilled human needs of actors
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and deficiencies in organisational performance. There is evidence to suggest that 
management at both sites may be aware of these factors and attempting to create more 
participative cultures.
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2 Initial letter of invitation to research site managers
To: Potential Research Participant (Director)
Call/contact Centre 
Some place 
Sometown
30/05/00
Dear
I am currently engaged in a doctoral study with The University of Surrey. My subject is 
how Call/Contact centres manage organisational change and its impact upon staff and 
customer.
With the rapid continuing growth of Call/Contact centres in Europe, plus the advent of 
new technology, including the Internet, I believe this business area is at the forefront of 
change. How change can best be managed to truly serve the customer is a challenge most 
Contact/Call centres are facing across a multitude of industries. I believe (company name) 
could offer a wealth of useful data.
The study will take place between January 2001 and 2003. Early next year, I plan to 
interview managers and staff from leading Call/Contact centres. The research will explore 
topics such as management style, culture, working methods, possible impact of 
technology, processes, and people development. I will collate and analyse the responses, 
verify the findings, draw conclusions and publish the study. Should you decide to 
participate your organisation would, of course, receive a complimentary copy of the 
edited report.
To undertake the research I would like to interview you and selected members of your 
staff, including agents speaking with your customers, for perspectives on dealing with and 
managing issues in your organisation. The initial interview itself will last no longer than 
one hour and to minimise disruption, would take place at your premises or a mutually 
convenient venue. Nearer the time, I will send you a more detailed list of the topics I’d 
like to discuss. I would require further access to you and your colleagues to verify 
findings. This could easily take the form of sending a transcript of the interview for 
confirmation of its accuracy . Anonymity and confidentiality of the participant's comments 
will be provided if required.
At this stage I would be grateful if you would consider this request and let me know if 
you and your colleagues would like to be involved. I have enclosed a S.A.E. for you to 
respond. Alternatively, please feel free to contact me by telephone on 01908 644791 or e- 
mail, steve.shellabear@btinternet.com. if you have any questions.
Once again, thanks for your help. I look forward to speaking with you soon.
Yours sincerely
Steve Shellabear
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3. Organisational Client Contract
Introduction:
This research is a privately funded study carried out by Stephen Shellabear of 17 
Rackstraw Grove, Old Farm Park, Milton Keynes, MK7 8PZ, who is a doctoral 
student with The Department of Educational Studies at Surrey University, Guildford, 
Surrey. There are no third-party interests or agencies involved.
Statement of purpose and method:
The purpose of the research is to investigate how call/contact centres can manage 
organisational change and its impact upon staff and the customer. Case 
Study Method will be used. However, it is understood and accepted that due to the 
emergent nature of the inquiry, the purpose, and methods of the research 
may change during the study.
The research site:
The call/contact centre at.. .(name and address withheld) is the research site where the 
research activities listed below will be carried out.
Components of the research:
The research will comprise of the following items:
• Six initial interviews of approximately one hour’s duration with a range of 
staff including managers, team leaders/supervisors, customer facing staff and 
other personnel as required.
• Transcription and verification of data collected by the research participants
• Subsequent interviews, if required.
• Examination of relevant vision and values statements, strategy documents, 
performance statistics, job descriptions and other material as identified.
• Field observation of working methods and environment
Agreement to working conditions:
The sponsor agrees to participate in the research from a position of integrity; 
willingness to provide participants for the research who are able to communicate 
clearly and effectively, reconsider value positions as may be appropriate; and a 
willingness to make the commitments of time and energy that may be required. 
Should additional research participants be identified as the study progresses their 
inclusion may be requested.
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Statement of intent regarding confidentiality and anonymity:
The researcher guarantees confidentiality and anonymity of information sources 
insofar as that can be legally accomplished.
In the event that strategic plans are disclosed where publication may be to the 
detriment of the sponsor or their organisation, it is agreed that the researcher will 
request that the published thesis be withheld from the public domain, within the 
University in a secure place, for a period of no less than two years.
Access to data
Throughout the study the researcher agrees to give access to the sponsor or research 
participant to any data relating to the research, with the exception of that provided by 
others in confidence.
On completion of the study all materials loaned to the researcher will be returned to 
the sponsor and raw data gathered, such as tape recordings of interviews destroyed.
Description of reporting:
Upon completion of the study the researcher will provide the sponsor with a copy of 
the case study findings and a complimentary workshop on their application to the 
organisation and its business. All participants will be offered an explanation of the 
findings.
Technical specifications: 
The researcher:
Steve Shellabear will be the researcher who will carry out the activities specified 
above. He holds a M.Sc. in Change Agent Skills and Strategies, awarded by Surrey 
University in March 1999. He has 10 years’ experience as a training practitioner and 
consultant specialising in the call/contact centre industry.
A tentative completion date:
Due to the emergent nature of this design it is not possible, at this stage, to identify 
fixed milestone events or their timing. However, an estimate time for completion is 
2003.
Budget:
The researcher agrees there will be no capital outlay incurred by (name of 
organisation), except in allowing selected individuals to meet with the researcher at 
mutually agreed times and dates.
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Products and subsequent works:
In the event of products or works being written, using material developed from this 
research, a fair return will be offered to all participants. In such an event an 
independent adjudicator may be engaged to ascertain the value of the products or 
works and the dispersal of any proceeds generated from their sale.
Appeal Mechanism:
The researcher will undertake to carry out the study in a responsible, responsive and 
courteous manner respecting the research participants’ dignity, human rights and 
working environment and as far as possible causing no harm and minimum disruption 
to work activities.
If for any reason the sponsor or their staff should be dissatisfied with the researcher’s 
conduct, in the first instance they agree to raise the matter with 
Steve Shellabear. After which they agree to give him 48 hours’ notice to rectify 
matters to their satisfaction. Should the matter still not be resolved the sponsor or their 
staff can contact:
Dr Josie Gregory -  Director of Studies
Department of Educational Studies
University of Surrey
Guildford
Surrey
GU2 7XH
Telephone: 01483 300800
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4: Response form for Research Site Director(s)
To: Steve Shellabear M.Sc.
17 Rackstraw Grove 
Old Farm Park 
Milton Keynes 
MK7 8PZ
Yes, I am interested in my company taking part in your research. Please contact me to 
discuss further.
Name.....................................
Company...............................
Preferred method of contact:
Telephone number...............
E-Mail address.....................
Other......................................
No, I am not interested
Please return to Steve Shellabear in the SAE enclosed, or e-mail to 
steve.shellabear@btintemet.com or fax back on 01908 644792, Thankyou.
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5: Invitation letter to participants
To: Research Participant 
Major Teleco/University 
Address withheld
Dear (name withheld)
Thank you for offering to help me with my doctoral studies into Call/Contact Centres. 
As you may have heard from (name withheld) I will be visiting your organisation 
on (date).....
I will be interviewing a number of staff, including yourself, to see and hear how work 
is done as well as understand some of the issues the organisation and its staff may be 
facing.
I understand that we will be meeting a t  (time) in ....(location). The meeting will
last for approximately one hour.
Please contact me beforehand if you would like to discuss anything or have further 
questions. My telephone number is 01908 644791 or e-mail: 
steve.shellabear@btintemet.com
Thank you again for helping me with my research.
Kind regards
Steve Shellabear
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6: Consent form
to: Steve Shellabear date: 18 June 2001
re: Doctoral Research into call/contact centres
This is to confirm that I have been informed and advised of the possible risks and 
benefits of participating in this study.
I understand the initial interview will take approximately one hour, it will be tape- 
recorded and take place at my place of employment.
I am aware that the research material will be kept in a safe and lockable room and 
cabinet and that it will be manually destroyed and disposed of following the final 
completion of the study.
I am further aware that I retain the right to withdraw without any form of prejudice at 
anytime whilst data gathering is in progress.
I have seen the contract form for the researcher and I am satisfied with it.
I understand that I will be asked to verify the accuracy of the transcript from my 
interview.
I also understand the study will hopefully contribute to the future development of 
research in this area.
Signed
Research participant (names withheld).
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8: Second letter to Director of Call/contact centre 
Telecommunications Company
10 October 2001
Ms (name withheld)
Director of Customer Service 
Major Telecommunications Co pic 
Address withheld
Dear
I hope you are well and that the move to your new contact centre has taken place as 
you’d wish. (I have always found there is usually more to consider than it may have 
originally been thought of!)
I am pleased to let you know that my doctoral research project is progressing 
satisfactorily.
As the next stage of the research I would like to visit your call centre again between 
29 January and 1 February 2002.
The outcomes I would like to achieve are:
• to meet you and gain your perspective on issues relevant to the centre,
• to spend some time observing and listening in to two of your top performing 
advisers (ideally those who have to deal with the more complex or potentially 
difficult calls),
• to interview those two advisers about the skills they used when serving major 
Tel Co’s customers,
• to discuss any customer feedback, written or oral, the call centre may have 
received, e.g. testimonial letters, customers satisfaction survey results or any 
other information you may have.
A possible agenda for the day could be:
09:30-10:30 meeting with yourself 
10:45-11:45 observation of adviser 1
12:00-13:00 observation of adviser 2
13:00-14:00 lunch
14:00-15:00 interview adviser 1
15:15-16:15 interview adviser 2
16:30-17:00 brief review of customer feedback 
17:15-17:30 close
Whilst January 2002 may seem a long way off now, it would be a great help with 
planning if you could let me know the names of your two senior advisers (accepting 
that these may change), and a preferred date in the new year by 23 October 2001.
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Please do let me know if anything needs clarifying or I can assist in any way. My
number is 01908 644791, e-mail: steve.shellabear@btintemet.com.
Thanks once again for your help with the research and for (name withheld) and (name 
withheld) assistance, it is much appreciated.
I look forward to the prospect of meeting you.
Kind regards
Steve Shellabear
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8: Second letter to Director of Call/contact centre -  University Call 
Centre
10 October 2001
Ms (name withheld) 
Head of Call Centre 
The University 
Address withheld
Dear
I hope you are well. It has been a little while since we last spoke.
I am pleased to inform you that my doctoral research project is progressing 
satisfactorily.
As the next stage of the research I would like to visit your call centre again between 
29 January and 1 February 2002.
The outcomes I would like to achieve are:
to meet you and gain your perspective on issues relevant to the centre, 
to spend some time observing and listening in to two of your top performing 
advisers (ideally those who have to deal with the more complex or potentially 
difficult calls),
to interview those two advisers about the skills they used when serving the 
University’s customers,
to discuss any customer/student feedback, written or oral, the call centre may 
have received, e.g. testimonial letters, customer satisfaction survey results or 
any other information you may have.
A possible agenda for the day could be:
09:30-10:30 meeting with yourself 
10:45-11:45 observation of adviser 1
12:00-13:00 observation of adviser 2 
13:00-14:00 lunch 
14:00-15:00 interview adviser 1 
15:15-16:15 interview adviser 2
16:30-17:00 brief review of customer feedback 
17:15-17:30 close
Whilst January 2002 may seem a long way off now, it would be a great help with 
planning if you could let me know the names of your two senior advisers (accepting 
that these may change), and a preferred date in the new year by 23 October 2001.
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Please do let me know if anything needs clarifying or I can assist in any way. My
number is 01908 644791, e-mail: steveshellabear@,btinternet.com.
Thanks once again for your help with the research and for (name deleted) assistance, 
it is much appreciated.
I look forward to the prospect of meeting you.
Kind regards
Steve Shellabear
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9: Second letter to selected participants
14 November 2001
Mr (name withheld)
Major Teleco pic /University 
Address withheld
Dear
Thanks very much for assisting me with my doctoral research into call/contact 
centres.
I am writing to give you a little more background to my visit.
As you may be aware, I first came to (organisation withheld) on 25 June 2001. This 
was useful in gathering information from a range of staff on various topics.
I am now interested in understanding more about the specific skills you have 
developed to respond to customers’ enquiries and how you manage to maintain a 
positive state (even in difficult circumstances!)
So, on 1 February 2002,1 would like to hear about the types of calls you receive and 
observe the skills you have developed. If possible I would like to listen in and tape a 
few calls to study. In the afternoon I hope to be able to talk to you about how you 
work.
Please feel free to call me if you have any questions. My telephone number is 01908 
644791.
I am looking forward to meeting with you.
Kind regards
Steve Shellabear
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10. Data extracts grouped by research aims 
10.1 Research Aim 1. (RA1) vision, objectives and values
University Call Centre:
Objectives:
l.Student retention
‘here to answer student enquiries’ 
(UC02)
‘retention of existing students’ (UC01)
‘to have as many students as we can and 
give them the best service we can’ 
(UC03).
‘to take telephone calls to do with 
University courses’ (UC04)
2. Being responsive to change
‘for the call centre to be open to change’ 
(UC05)
3. Marketing focus
‘identifying the market’ (UC01)
‘taking the product to market’ (UC01)
4. Competition
keeping ahead of the competition- learn 
direct’ (UC02)
5. Product development
‘we should be developing the products -  
not coasting as market leader’ (UC02)
Values and culture
University Call Centre
6. Historic influences
‘clerical staff recruited (internally) when 
call centre opened’ (UC02)
‘clerical staff were resentful, depressed 
orleft’ (UC03)
Telecoms Contact Centre: 
Objectives
1. Perceptions of vision
‘its a quality company’ (TC07)
‘turn from a call to contact centre’ 
(TC07)
2. Competition
‘all competitors had the same problems’ 
(TC13)
3. Understanding the company strategy 
‘change of strategic direction’. (TCI3)
3.1 Unclarity
T can’t see how plans are all going to 
come together’ (TCI 1)
T don’t know’ (TC10)
3.2 Direction
Tack of direction from senior 
management’ (TC07)
Telecoms contact centre
4. Comparisons between own 
organisation and the 
telecommunications industry
‘we are a fast moving company in a fast 
moving industry’ (TC07)
‘need to make money to be successful’ 
(TC09)
‘we keep changing to make profit’
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7. Culture differences
division between university staff towards 
call centre staff (UC04)
‘dress code different and no eating and 
drinking at desks (UC04)
‘advisers had their calls monitored and 
listened to’ (UC01)
‘University in the dark ages, lecturers 
look like they’re from seventies’ (UC06)
(TC07)
5. Coping with redundancies
‘People will be happier when the 
uncertainty has gone’ (TCI3)
‘shocked by staff redundancies’ (TC08) 
(TC09)
6. Effects of cost constraints
‘severe cost constraints influence decision 
making’ (TC07)
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10.2 Research Aim 2 (RA2) Feelings towards work, issues of motivation and 
dissatisfaction
University Call Centre: Job 
satisfaction
8. Money as a motivator
‘money motivates me’ (UC02)
9. Complexity of work
‘people enjoy detailed calls more’ 
(UC01)
10. Staff feelings towards their 
workplace
10.1 Change of mind and heart
‘I had no choice but now I like the work’ 
(UC03)
10.2 Pressure self-imposed
‘people put pressure on themselves’ 
(UC03)
10.3 Comparisons with other centres
‘we are not as strict as other call centres’ 
(UC03).
10.4 Effect of negative feelings
‘negativity affects other workers’ (UC01)
11. Salary
11.1 Underpaid
‘staff don’t get paid as much as other call 
centres’ (UC01)
11.2 Incentives and training wanted
‘will they give us training and pay us for 
selling course?’ (UC04)
12. Work conditions
12.1 Visual appearance
the visual appearance of the centre looks 
good.’ (UC01)
‘I love the building, the high ceilings and 
air conditioning.’ (UC04)
Telecoms Contact Centre: Job 
satisfaction
you can be proud to work for a market 
leader’ (TC11)
7. Complexity of work
T enjoy my work’ (TCI2)
‘resolving queries, seeing end result and 
having responsibility’ (TCI2)
8. Controls
‘staff encouraged to see impact of 
behaviour on customers and colleagues’ 
(TC11)
9. Contradictions
‘empowerment and being told you left 5 
minutes left early’ (TCI 1).
10. Staff views about their workplace
10.1 Short notice of changes
‘you find you are changing teams on 
Monday morning’ (TC12)
10.2 Effects of changes on feelings 
towards work
you don’t get excited by it (work) 
anymore’ (TC11)
10.3 Perceptions on ability to deal with 
changes
we don’t question enough’ (TCI 1)
11. Departmentalism
‘there are conflicting targets, we are let 
down by other departments’ (TCI 1).
12. Social relationships
the social relationships are really 
important’ (TC07)
13. Effect of redundancies
‘excessive workloads are de-motivating’ 
(TC11).
‘many close friends and colleagues were 
made redundant, I’m left to carry on the
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12.2 Dress down days
‘we have dress down day on Fridays.’ 
(UC04).
‘no visitors on Fridays.’ (UC04).
12.3 Furniture
‘we are waiting for new furniture, desks 
and chairs.’ (UC01)
‘I want proper call centre furniture.’ 
(UC03)
‘the staff are choosing the new furniture.’ 
(UC05).
12.4 Department managers contact 
with advisers
‘I don’t have contact with the shop floor 
much.’ (UC01)
12.5 Effect of new working hours
‘it’s funny but a lot of people say there is 
no time for lunch with the new working 
hours.’ (UC06)
12.6 Management expectations of team 
leaders
‘the team leaders are expected to address 
staff issues.’ (UC01)
12.7 Feelings about changes in working 
hours
‘change of opening hours came as a 
shock.’ (UC02)
12.8 Volume of admin work
‘there’s been an increase in emails’ 
(UC04).
12.9 Effect of volume of work
‘backlog of work makes incoming calls 
annoying’ (UC03).
‘recruiting more staff to meet increased 
workload’ (UC03).
13. Sales and targets
work’ (TC08).
‘I’m secure in my job but others aren’t’ 
(TC09).
‘we are rebuilding staff loyalty after 
redundancies’ (TC07)
‘more staff could leave’. (TC07)
14. Improvement clubs
‘setting up staff ‘improvement clubs’ 
(TC07).
‘improvement clubs for staff but 
management have ultimate decision’ 
(TC13)
‘staff can’t think for themselves’ (TC07).
‘small numbers in improvement ‘clubs 
but plan to rollout to floor’ (TC10).
15. Effect of team changes
‘team changes unsettling’ (on 
management) (TC11)
16. Salary
16.1 Effects of no pay rise
‘we didn’t get a pay rise which got 
everyone’s back up.’ (TCI2)
16.2 Expectations on performance 
related pay
‘people think if I exceed by x that’s how 
much I’ll get.’ (TC11)
16.3 Pleased with pay
‘in 6 months you could be earning 
£15,000.00, it’s well paid.’ (TC08). 
‘maternity benefits and BUPA and 
pensions are just fantastic.’ (TC07).
‘for what we do, we get paid well.’ 
(TC12/TC09)
16.4 Contradictions with reward/values
‘one of our core values is we recognise 
and reward people - we didn’t do it.’ 
(TC11)
16.5 Pay comparisons with other 
organisations
‘there are longer hours and £6,000.00
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13.1 Cultural issues related to sales
sales and studying don’t go together well’ 
(UC01).
‘clerical culture at odds with sales 
targets’ (UC01) (UC02).
‘university trying to change to be more 
sales orientated’ (UC04).
13.2 Awareness of targets
‘we have quotas and increased 
registrations’ (UC01).
‘The university has its quotas’ (UC01).
‘quotas not clear to staff (UC01).
‘no targets for call centre’ (UC01).
13.3 The effect of having targets
‘introduction of sales focus will improve 
quality’ (UC01).
13.4 Staff feelings at not having targets
‘staff who’ve worked at other call centres 
are surprised at not having targets’
(UC01) (UC02).
‘giving the right information will increase 
sales’ (UC04).
14. Communication issues
14.1 Top down decision making
‘plans discussed behind closed doors’ 
(UC05).
14.2 Feelings about non 
communication
T find it unsettling not knowing the 
plans’ (UC05).
‘the change (in working conditions) still 
comes as a shock’ (UC05).
‘no communication but staff sense when 
a change is coming’ (UC05).
14.3 Suggested solutions
‘there should be more communication at 
an individual level ’(UC05).
lower in some places.’ (TCI2)
17. Work conditions
17.1 Effect of work on staff
‘the hours aren’t too bad but they are 
absolutely drained at the end of the shift’ 
(TC08).
17.2 Premises
‘cooped up like hens at old premises’ 
(TC10).
‘expectancy of new office premises’ 
(TCI 2).
‘high expectation for new premises’ 
(TC13XTC10).
18. Systems
‘cumbersome systems’. (TC10).
‘too many operating systems’ (TC07) 
(TCI 2).
“telephony and computer system don’t 
talk to each other’ (TC07).
19.Furniture
‘staff chose the furniture’ (TCI 1).
20. Work operations -
20.1 Departmentalism
‘account and service mgrs unaware of 
staff functions’ (TC13).
‘conflicting departmental objectives -  
‘I’m fighting collection’ (TCI 1).
20.2 Reinventing the wheel
‘we do the same things every couple of 
years’ (TC07).
13. Effect of redundancies
‘calls increased because of downsizing 
and more customers’ (TC08).
‘staff in me ear about someone not 
working’ (TC08).
14. Effect of new products
‘changes in the company’s products 
requires staff training’ (TC10) (TCI 1) 
(TC12).
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‘service is process driven rather than 
product or where we should be, customer 
driven’ (TC07).
15. Sales and targets
15.1 Scalar chain
‘targets go down to agents -muck only 
rolls one way’ (TC08).
15.2 Effect of targets on team leaders
‘team-leaders running around like 
headless chickens’ (TC08).
15.3 Conflicting departmental targets
- ‘I’m fighting credit controllers’ (TCI 1).
15.4 Last years target
‘£3.5 Million worth of business last year 
generated’ (TC07).
15.5 Tactics for achieving target
‘asking customers if all their lines were 
with us’ (TC07).
15.6 Sales and service remit 
‘combining sales and service remit - ‘ is 
the last thing I’ll do’ (TCI3).
15.7 Skills needed to sell 
‘agent’s ability to recognise an 
opportunity is key’ (TCI 1).
Tack of technical knowledge holds back 
sales’ (TC11).
‘do you want to go large?’ (TCI 1).
15.8 Organisational factors affecting 
sales
‘not possible to sell to new customer 
tiers’ (TC11).
16. Communication issues:
16.1 Top down decision making
Only the boys at the top know what the 
plans are (TC08).
‘we get to find out a bit later (TC08). 
information is cascaded to the troops’ 
(TC10).
‘poor communication from management.’ 
(TCI2 and 13).
‘Higher management always bad at 
communication’ (TC10).
16.2 Employee surveys show poor
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communication
‘lack of management communication 
shown in employee surveys’ (TC10).
16.3 Solutions to poor communication 
‘new communications manage onboard to 
address issues’ (TC10).
16.4 Lack of processes affecting 
communication
‘the company is vulnerable, because 
information is held in people’s heads’ 
(TC11).
16.5 Feelings about non 
communication
‘not knowing plans makes people 
uncertain (TCI3).
‘being kept waiting for 4 days was a 
nightmare’ (TC09).
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10.3 Research Aim 3 (RA3) Recruitment and training, 
line management supervision and support
University Call Centre 
15 Recruitment
15.1 Skills and attributes sought
‘past team leaders chosen for suitability 
rather than skills’ (UC04).
‘things have changed, team leaders are 
recruited differently now’ (UC04).
‘willingness to develop and learn’ 
(UC04).
15.2 Policies and practices
‘use of assessments’ (UC04) (UC05). 
‘differences for permanent and temporary 
staff (UC03).
‘managers selective in 
recruitment’ (UC04)
16. Attrition rate
‘staff attrition rate is 20%’ (UC01).
16.1 factors linked to attrition rate
‘I didn’t know I was going to be on the 
phones every day’ (UC05)
‘someone will say, oh gosh. I’m leaving ’ 
(UC05)
‘we can’t attract the right people- we’re 
uncompetitive’ (UC04/UCO2).
‘people want to work for university but 
dislike the call centre’ (UC05).
‘people assume they’ll be doing other 
things Yjf/za/î phoning) (UC04).
17 Career progression
17.1 Manager as evidence of possibility 
of advancement:
‘I am living proof (UC05).
17.2 Manager’s view on staff not 
wanting to develop
‘some staff don’t want to develop’ 
(UC04).
17.3 Opportunities outside the centre
‘staff move in the University’ (UC04).
18. Training received by staff
Telecoms Contact Centre
17. Recruitment
17.1 Skills and attributes sought
‘friendly, bubbly, enthusiastic, resilient 
with sales background’ (TCI3).
‘past experience more important than 
qualifications’ (TCI3).
‘graduates preferred’ (TC07).
17.2 Policy and practices
‘recruitment process wasteful’ (TC08). 
‘using role-play in recruitment’ (TC08).
‘rigorous assessment for recruits’ 
(TC07).
18. Attrition rate
‘attrition is between 20 - 50%’ (TC07) 
(TC08).
it’s higher now then previous years...and 
other parts of the business’ (TC07).’ 
those that stay, stay between 7 - 9  years’ 
(TC07).
T could count on one hand the number of 
people left’ (TC08).
‘Only a handful of us left’ (TCI 3).
18.1 Staff feelings on attrition rates
‘shocked and surprised’ (TC08).
18.2 factors liked to attrition rate
the recruitment process is linked to the 
attrition rate’ (TCI2). 
graduates too used to university’ (TCI3). 
‘new recruits 18 -20 years old, others 
here 7-8 years’ (TCI3).
‘new starter’s expectations not set 
properly’ (TC08).
‘burnout and abusive calls’
19. Career progression
19.1 Career structure
‘agent, adviser and analyst positions’
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18.1 team leaders giving training for 
staff
‘team-leaders know best about people 
and training’ (UCO1 )
18.2 Training programme content
‘six months induction period’ (UC02)
‘the procedures are listed for advisers to 
follow’ (UC01).
‘using positive language and trying to 
make it work’ (UC04).
‘NVQs will increase customer focus’ 
(UC05)
18.3 lack of external references for 
training
‘I’ve got little to compare it to’ (UC03).
18.4 Reaction to external training 
provider
‘outside training provider resisted’ 
(UC03)
18.5 Line managers assisting with 
implementation of new skills
18.6 Manager’s views
‘the staff are brought in and trained to a 
high standard’ (UC01)
‘supportive of those who can’t cope with 
work’ (UC04)
18.7 Conflicting information on 
training
‘conflicting information given by 
different managers to new staff (UC01)
18.8 Staff feelings about conflicting 
training information
‘new staff angry and confused at 
conflicting information’ (UC01).
19. Lack of management attention
‘it would be great if someone took an 
interest’ (UC05)
(TC07) (TC10).
19.2 Assessments
‘Fail the assessment and be made 
redundant’ (existing staff) (TC09).
‘the assessment process is hard -forget 
it’s false’ (TC09).
assessments used to get salary increase’ 
(TC12).
19.3 Individual choice to develop
staff choose to stay stagnant or not’ 
(TC10)
it’s a wonderful place if you’ve got drive 
and ambition’ (TC10)
19.4 Work pressures as a constraint to 
development
‘We’ve got no time to develop’ (TCI2)
19.5 Organisation forces development
Staff are pressured to develop’ (TCI2)
19.6 Tactics to avoid confrontation 
about non development
‘blatantly lying’ (TCI2)
19.7 Effects of being pressured to 
develop
‘being pushed to hard will cause staff to 
leave’ (TC12)
19.8 development tools
‘materials are provided for learning’ 
(TCI 2)
taking learning home not sanctioned 
(TCI 2)
19.9 changing jobs to survive
‘4 years on phones would drive me 
insane!’ (TC12)
‘changing jobs is the only way to get off 
the phones’ (TC12)
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‘team leaders not developing staff 
(UC05).
appraisals take place each year but they 
not challenging enough and no direction 
is given’ (UC05).
19.1 Tactics for dealing with lack of 
attention
‘I can se lf motivate’ (UC05)
20. Working with team leaders
‘The head of call centre is with the team 
leaders each morning’ (UC05)
‘ leaders know about management plans’ 
(UC02)
‘unless you are told you can be in the 
dark and miss ouf (UC02).
‘you have to ask them to talk to them’ 
(UC05).
20.1 Limitations of team leaders (from 
advisers)
‘(team-leaders) have never sat and done 
the work’ (UC03)
20.2 Team leader attempts at 
consistency
‘we try and sing of the same hymn sheet’ 
(UC03).
21. autonomy of team leaders
‘my style is my own’ (UC04)
22 Monitoring
22.1 Methods
‘using a whiteboard in the call centre’ 
(UC04)
‘we can tape the calls’ (UC04) (UC06).
21.2 Targets
‘they’re expected to complete 350 entries 
per day admin’ (UC03)
T silent monitor 8 calls per agent’
it’s hard to get off the phones unless you 
are promoted to manager.’ (TCI3)
20. Training
20.1 Senior manager’s view
‘we are constantly delivering training’ 
(TC07)
20.2 Difficulties in providing training
‘getting people in the training room is 
impractical’ (TC08).
20.3 Speed of training provision
‘training not delivered quickly enough’ 
(TC08)
20.4 Effects of lack of training
‘advisers don’t know anything about 
products’ (TC08)
customers shouting because they expect 
good service’ (TCI2)
‘staff get stressed, go sick or just leave’ 
(TCI 2)
20.5 Comparisons of internal training 
standards
‘standards of training were higher in 
previous years’ (TCI 1)
20.6 Reasons for decline in training 
standards
‘induction training cut from six weeks to 
two weeks’ (TCI 1).
tight time frames means detail and quality 
sacrificed’ (TCI2)
‘ trainers no longer delivering training’ 
(TC08)
20.7 Commercial drivers for changes in 
training provision
‘saving money is driving the changes’ 
(TCI 1).
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(UC04)
22. Coaching
‘it’s not all what went wrong it’s actually 
used positively’ (UC04).
20.8 Training programme content
‘providing training packages’ (TC08) 
‘encouraging self-learning in the 
workplace’ (TC08
20.9 Effect of redundancies on training
‘low morale, negativity and barriers in 
people’ (Trainees) (TC08)
21 Tactics for managing the effect of 
redundancies
‘you’ve got to hide your feelings’
(TC08)
‘providing change management course’ 
(TC11)
‘providing structure for development 
plans’ (L & D manager) (TC10)
22. Line managers assisting with 
implementation of skills
22.1 Manager’s views on staff 
development in role
‘we are encouraging staff to develop’. 
(TC07)
‘we pride ourselves on developing 
people, but can’t follow through’ (TCI2).
22.2 lack of recognition from advisors
T probably coach each advisor once a 
day’ (TC12).
23 Experiences of new starters
‘more help wanted when first started’ 
(TC08)
‘groups of 10-12 people too big’ (TC08)
24 Limitations of team leaders (from 
advisors perspective)
‘If I spoke a bit of jargon, she wouldn’t 
have a clue’ (TCI3)
25 Managers confidence from knowing 
job
T feel more confident if I know what the 
advisors do’ (TCI 1).
26 Lack of support from managers (by 
agents)
‘management could say thank you a lot 
more’ (TCI3)
‘some team leaders just blatantly seem to 
ignore them’ (their team) (TCI2)
26.1 Reasons for lack of team leader
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support
‘different degrees of ability in team 
leaders skills’ (TC10)
26.2 Tactics for encouraging team 
leader support from agents
‘we tell them you’re not helping the floor 
enough’ (TC12)
26.3 Team leaders are disliked
‘management haven’t got a clue that the 
team leaders are disliked, that they don’t 
do anything, and the team does it’ (TCI2)
26.4 Tactics for dealing with lack of 
support
T say...for God’s sale don’t put me in 
that team!’ (TC12).
27. Monitoring
‘daily reports show hours worked and 
weekly updates on the number of queries’ 
(TC11)
‘we monitor the core competencies’ 
(TC11)
‘3 calls per agent per month, 2 remotely 
and 1 side by side’ (TCI 1)
27.1 Monitoring for perfect calls 
(manger)
‘when they know you are monitoring it 
will be a perfect call’ (TCI 1)
27.2 Reaction to monitoring (agent)
‘you just get on with it (work) it doesn’t 
matter’ (TCI2)
22.3 Effect of monitoring - trust v’s 
control
'(by monitoring) we are sending a 
message that you’re not trusted’ (TCI 1)
‘ we need to say, ok, we trust you, if you 
screw up I’ll deal with it’ (TCI 1)
‘It’s finding the balance between constant 
monitoring and saying you’re an adult’ 
(TCI 1)
‘trusting staff not to give credits to 
friends’ (TCI 1)
‘we have to trust and respect staff 
(TC07).
24. Coaching
24.1 Coaching methods
‘staff given ‘get fit for change’ course on 
coaching’ (TC07)
‘using questions so the adviser find their 
own solutions’ (TC07)
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‘one to one’s held monthly’ (TC07).
24.2 Staff perceptions of coaching
‘coaching not very effective., all right for 
tone of voice, and that sort of thing’ 
(TC13)
‘they (team-leaders) can back you up 
with customers’ (TC 12)
‘they (team-leaders) should be able to 
help you’ (TC12)
‘they are on some power craze or 
something’ (TCI2)
24.3 Effect of not receiving coaching / 
team leader support
‘it has an effect on morale’ (TC12):
‘it (lack o f help) can push people to leave, 
if they find something on the same salary 
it will push them to go’ (TCI2)
Research Aim 4 (RA4) Standards of service; feelings related to service
University Call Centre
23. Too much information
‘call centre has a ‘glut of information’ 
(UC04)
24. Call types and service standards
‘detailed enquiries received a better 
service’ (UC01)
complicated calls dealt with by more 
experienced staff (UC01)
25. ‘simple calls dealt with by temporary 
staff (UC01)
‘repetitive calls require lower skill levels’ 
(UC01)
‘business school team give more in-depth 
advice’ (UC02)
‘average call might only be 2 minutes for 
brochure’ (UC01).
26. Tecnology as an aid to service
‘The ACD routes calls to who ever is 
available’ (UC02).
27. Perceptions of service and sales
Telecoms Contact Centre
25.Tier structure and standards of 
service
‘top customer tiers have specialised teams 
with contacts’. (TCI2
26. Techniques for delivering service
‘it’s a shame not everyone has the 
customer names’ (TCI2).
‘having names enables us to build up 
rapport’ (TCI2)
27. Customer expectations
‘the customer relies and trusts you to get 
something done.’ (TCI2)
‘I’m guilty of always considering each 
customer important’ (TCI2)
28. Differences in customers
‘big difference with large and small 
customers -smaller spend customers are 
more abusive’ (TCI2)
‘its more casual dealing with customer on 
large help desks’ (TCI2)
29. Adviser justification for giving good 
service
T always look at the guy only spending
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(service )  ‘may not be the best way to get 
sales’ (UC01) (UC02).
28. Examples of ‘good service’
‘calling back when you said you would’ 
(UC03)
‘we provide a high value service. I know 
from working here and having been a 
student. People go out of their way to 
help’ (UC04)
29. Feelings related to service
‘we get fed up because the nature of job 
is repetitive and tedious’ (UC02)
‘if you are feeling negative it’s very 
difficult to stop that coming over.’ 
(UC02)
‘if you’re fed up you’re going to sound a 
bit fed up’ (UC03)
)
£2,000 and think perhaps their partner, 
mum or dad runs a multi million pound 
business.’ (TC11)
‘customers with higher spend would be 
potentially using more expensive 
complex products, so a more experienced 
agent will answer.’ (TC10).
30. Explanations for differences in 
standards of service
‘the higher the spend the better the 
service’ (TC09)
‘the bigger the company, the more senior 
person, the more understanding they are’ 
(TC12)
31. Reasons for poor service
‘poor service indicative of beginnings of 
an enterprise’ (TCI2).
‘when you’re constantly changing sites 
and processes things don’t move 
quickly.’(TCI 2)
perceptions of customer preferences
customers like smaller teams’ (TCI2) 
‘there are only 10 of us (in the team) so 
chances are they will know the person’ 
(TCI 2).
32. Typical call content
‘you start with the corporate greeting, 
then obtain the account number, confirm 
who you are speaking with’ (TC08)
33. perceptions of scripts and service 
‘customers want human interface and 
they are not going to get it if you are 
reading off a piece of paper’ (TC08).
34. Assessment of service given 
Tots of missed opportunities to show 
interest’ (TCI0).
‘we are not good at telling customers how 
long things will take’ (TCI 1) 
the customer thinks the job will be done 
without realising it could be handed off 
and may take two weeks’ (TCI 1)
35. Techniques for delivering service
if you tell them it will take a week you
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cover yourself, (TC13).
‘be polite, be honest regarding meeting 
their expectations’ (TCI3).
36 Benefits of applying techniques for 
delivering service 
‘you get a lot more respect and they 
appreciate you better,’ (TCI3).
37. Skills affecting service
‘the people with the better customer 
service skills are going to make the 
customer feel they are getting what they 
deserve’ (TCI2).
38. Customer perception of service
‘as long as they think they are (getting 
service) it doesn’t actually matter (TCI2). 
feelings related to service 
T don’t like using call centres’, (TC12).
39.Escalated calls to managers and 
staff feelings
‘calls will escalate when staff are upset,’ 
(TC11).
‘when they feel better they own the 
query’ (TCll).
40. Pride in good service
‘we pride ourselves in delivering good 
customer service’ (TCll).
41. Doing the minimum
‘people feel they just want to come in, do 
the job and go home’ (TC08).
42. support, effort and service
‘if they did feel they were getting support 
maybe they would put that little extra in 
and the level of service would be higher’ 
(TC08).
43.Fear of being found lacking 
knowledge
‘the thing that makes you feel bad is you 
don’t really know what you are talking 
about, it’s too technical and the customer 
may know’ (TCI2).
44. Tactics for dealing with lack 
knowledge
‘if they come back with a question you 
have to go away and find ouf (TC13).
458
10.5 Research Aim 5 (RA5) workers views on changes they would like to make to 
improve service:
University Call Centre
30. Changes to improve quality of
service to customers training
‘provide formal training for staff on 
courses’ (UC02).
30.1 Extend opening hours
extend opening hours to 9.00pm so 
we remain competitive’ (UC04).
30.2 Give staff qualifications
give staff qualifications for customer 
service’ (UC05).
Telecoms Contact Centre
45. Changes to improve quality of
service to customers
45.1 Recognising staff improvements
‘unless we see more examples from the 
floor I can evangelise forever (TC10)
‘we need to see an increase in customer 
satisfaction directly attributable to staff 
(TC10)
45.2 With customers on the phone
45.3 ‘Let customers know they are 
important’ (TC10).
‘make sure customers know how to 
contact us’ (TCI 1).
‘give customers escalation points- team 
leader and service managers’ (TCll).
45.4 Attitudinal & behavioural 
changes sought
‘more ownership from staff to avoid 
transfer culture’ (TCI 1).
‘improve morale’ (of staff) (TC08).
T doubt if they’ll (management) take up 
ideas’ (TC09).
‘since the new customer tiers there is a 
danger of transfer culture’ (TCll). 
‘improve communication with 
departments- customers get passed 
around between tiers’ (TCI3).
‘define the high spend customers so they 
receive service they should be getting’ 
(TC13).
45.5 Structure and systems
‘stop changing the team so customers get 
to know us’ (TCI2).
have one computer system to work from’ 
(TC12).
have systems that speak to each other 
better’ (TC09).
‘give the CSA’s the right tools to do the 
job’ (TC08).
customers need to be able to log a fault’ 
(TC07).
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10.6 Research Aim 6 (RA6) workers views on changes they would like to See 
occur in their working environments:
University Call Centre
31.Changes in conditions and 
environment 
32 Refreshments
‘having coffee at the desk and taking a 
break’ (UC02).
33. Pay and working hours
‘have pay based on other call centres’ 
(UC01),
‘give incentives for telephone work’ 
(UC01).
‘quality of hand offs (UC01).
‘colleagues to improve their handwriting” 
(UC01).
34. Furniture
T want new desks -  proper call centre 
furniture’ (UC04).
35. Communication
more communication to individuals’ 
(UC04).
35. Training
‘on-going training programme - NVQ’s 
or University recognised courses’(UC05).
36. Interest and management attention
‘Some one to ask how I’m getting on’ 
(UC05).
37. Updates on direction
kept up to date with the direction of the 
call centre’ (UC05).
Telecoms Contact Centre
46. Recruitment process
‘at interview invite new people to sit with 
existing staff (TC08).
47 Team leader skills and knowledge
‘team leaders to take calls and do 
administration’ (TCI3).
‘more communication between 
management’ (TCI3).
48. More recognition 
‘thank-you’s, general fun days and colour 
around the office’ (TCI3)
49. Attitude sought
‘shift attitudes to the job is what you 
make of if  (TC10).
50. Pay and working hours
managers to be more flexible with 
working hours’ (TC13).
‘working extra hours goes unpaid as 
managers too busy to give back extra 
time worked’ (TC13). 
bring in flexitime’ (TCI 1).
‘job share and flexitime would be good 
for staff (TC12).
50.1 shifts to stay the same
‘keep the shifts the same to stay with the 
same group and get to know the team 
leader’ (TC12).
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